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Abstract 
This	 research	 sought	 to	 examine	 the	 issues	 surrounding	managing	 the	acquisition,	 storage	 and	 maintenance	 of	 project	 managers’	 experience	 in	Information	Systems	(IS)	projects	from	past	projects.	To	understand	these	issues	would	 help	 to	 overcome	 them,	 and	 thus	 enable	 project	 managers	 and	organisations	to	identify	ways	to	ensure	that	experience	from	past	projects	could	be	applied.	This	work	was	 undertaken	 because	 the	 Information	 Systems	 discipline	relies	heavily	on	project	managers	for	both	implementing	IS	and	ensuring	that	IS	projects	 continue	 to	meet	 rapidly	 changing	 organisational	 needs.	 Information	Systems	literature	suggests	an	ever-increasing	need	for	continuous	improvement	and	efficiency	in	IS	projects.	Existing	experience	management	research	does	not	easily	align	with	the	challenges	of	project	management	generally	and	IS	project	management	in	particular.	While	IS	project	management	methodologies	include	concepts	such	as	continuous	improvement,	these	approaches	do	not	address	the	benefits	of	managing	experience	in	IS	projects	and	activities	that	may	need	to	be	undertaken	between	projects.	Hermeneutic	 phenomenology	 underpinned	 the	 research	 methodology	adopted	 in	 this	 thesis	 and	 facilitated	 the	 analysis	 of	 the	 data	 to	 reveal	 the	perceptions	of	project	managers	regarding	the	benefits	of,	and	the	management	environment	needed	for	the	acquisition,	storage	and	maintenance	of	experience	from	an	IS	project.	Insights	gained	as	a	result	of	this	research	present	a	significant	contribution	to	the	discipline	of	Information	Systems.	The	main	 theoretical	 contribution	of	 the	 thesis	 is	 the	development	of	 a	comprehensive	 conceptual	 framework	 of	 IS	 project	 experience	 management,	which	was	 derived	 from	 the	 collective	 views	 and	 opinions	 of	 long	 practising	project	managers.	Several	framework	elements	explain	the	processes	necessary	to	manage	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	The	 framework	 also	 reveals	 the	 complexity	 of	 experience	management	 for	 IS	project	managers	and	illustrates	the	intricate	relationships	between	six	emergent	
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elements:	individual	challenges,	individual	approaches,	organisational	inhibitors,	organisational	enablers,	culture	and	technology	facilitation.	The	 framework	proposed	 in	this	 thesis	also	provides	practitioners	with	heuristics	which	will	help	them	manage	the	acquisition,	storage	and	maintenance	of	 experience	 in	 IS	 projects,	 and	 will	 encourage	 more	 use	 of	 experience	management	to	improve	IS	project	outcomes.	
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	Chapter 1 
Chapter	1 -	Introduction	
“We must not forget that the wheel is reinvented so often  
because it is a very good idea; I've learned to worry more about the  
soundness of ideas that were invented only once.” 
(Parnas 1996) 
1.1 Background	The	 relevance	 of	project	 management	 for	 business	 has	 significantly	increased	since	the	early	1960s	(Morris	2010;	Niederman	and	Brancheau	1991).	Project	management	used	to	be	applied	primarily	in	government	mega	projects,	but	 in	 recent	 years	 project	management	 has	 attracted	widespread	 interest	 to	address	 contemporary	 business	 challenges	 (Kerzner	 2017).	 This	 interest	 in	project	 management	 is	 due	 to	 a	number	 of	 external	 factors	including	globalisation,	 increasing	 competition,	 environmental	 pressures,	outsourcing,	and	the	constant	squeeze	on	time	and	resources	(e.g.	funds	or	skills)	paired	with	a	drive	for	quality	requirements	(Fraunholz	2001).	Kerzner	(2004)	suggests	that	if	project	managers	are	to	be	successful,	they	need	to	be	sensitive	and	 responsive	 to	business	and	human	 issues,	 and	 should	not	 just	 follow	and	apply	 procedures	 and	 rules	 in	which	 some	may	 be	 determined	 by	 a	 business	process	or	project	management	principles.	This	is	particularly	important	in	the	discipline	of	Information	Systems,	where	projects	span	a	broad	range	of	business,	human	and	technical	issues,	which	are	intertwined.	Project	managers,	therefore,	need	 to	be	alert	 to	 complex	 situations	 requiring	a	multi-faceted	 response	and	often	need	 to	 rely	on	 their	 experience	 in	dealing	with	 such	difficult	problems.	Further,	modern	organisations	frequently	need	to	undertake	IS	projects,	which	are	essential	to	their	day-to-day	operation.	These	projects	are	often	high	cost	and	high	risk,	and	therefore	the	focus	on	such	projects	could	potentially	provide	great	value	 to	 a	 large	 section	 of	 business	 organisations	 (Niederman	 and	Brancheau	1991;	Hallows	2005),	and	thus	provides	a	relevant	and	interesting	focus	for	this	thesis.	
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IS	 projects	 need	 multi-faceted	 decision-making	 processes	 and	 thus	require	 a	 wide	 spectrum	 of	 management	 skills	 to	 facilitate	 top	 management	support,	client	 consultation,	personnel	 recruitment,	 client	acceptance,	 effective	monitoring	 and	constructive	 feedback,	 communication,	 troubleshooting,	environmental	 events	 and	 urgency	 to	 be	 successful.	 These	 requirements	have	been	well	documented	over	 the	 last	20	years	in	 the	project	management	literature,	 and	 are	 also	 very	 relevant	 to	 the	 Information	 Systems	 discipline	(Fortune	 and	 White	 2006;	 Belassi	 and	 Tukel	 1996;	 Thite	 1999;	 Esteves	 and	Pastor	2001).	However,	project	success	is	often	attributed	to	a	single	individual	in	a	project;	the	project	manager,	whose	knowledge,	skills	and	experience	are	the	key	 requirements	 for	 project	 success	 (Thite	 1999;	 Turner	 and	 Müller	 2005).	Other	requirements	relate	not	only	to	the	project	manager’s	competence	but	also	to	 the	 continuity	 and	 physical	 location	 of	 individual	 project	 managers,	 the	distribution	 of	 organisational	 power	 and	 the	 associated	 management	relationships	and	politics.	While	most	of	these	requirements	can	be	described	as	environmental	and	 managerial,	 those	 that	 are	 directly	related	 to	 the	 project	manager	make	 up	a	 significant	 proportion	 of	 the	 requirements	 that	 lead	 to	 IS	project	success.	Based	 on	 this	 discussion,	 there	 appear	 to	 be	 certain	 activities,	requirements,	and	environments	that	directly	contribute	to,	and	have	a	potential	negative	 impact	 on,	 the	 success	 of	 an	 IS	 project.	 The	 nature	 of	 project	management	means	 that	 any	 of	 these	 requirements	 are	 likely	 to	 change	 from	project	to	project.	In	addition,	the	way	of	running	an	IS	project,	the	techniques	used	and	the	specific	environment	of	the	project	are	likely	to	have	a	significant	impact	on	the	success	of	an	IS	project.	The	project	manager’s	ability	to	manage	the	 requirements	 comes	with	experience,	which	 typically	differentiates	expert	and	non-expert	project	managers	(Anuar	and	Ng	2011).	It	is	therefore	important	to	understand	how	expert	project	managers	acquire,	 store	and	maintain	 their	experience	during	IS	projects	since	this	is	one	important	aspect	of	increasing	the	likelihood	of	IS	project	success	(Dorn	2016).	In	 addition	 to	 the	 project	manager,	 each	 individual	 team	member	 and	other	stakeholders	contribute	some	expertise	and	experience	to	the	success	of	an	
	 3	
IS	project.	This	expertise	 can	be	 specified	 to	a	 certain	 level	of	detail,	 but	 tacit	experience	of	all	stakeholders	cannot	easily	be	acquired,	stored	and	maintained.	Further,	 access	 to	 staff	 at	 the	 end	 of	 IS	 projects	 to	 acquire	 and	 store	 their	experience	can	be	challenging	because	the	team	may	be	dissolved,	returned	to	their	 line	functions	 or	 redeployed	 to	 other	 IS	 projects	 (Raiden	 et	 al.	 2004).	Assuring	 the	 success	 of	 IS	 projects	 in	 an	 organisation,	 therefore,	 requires	continuity	of	project	management	across	these	projects.	Such	continuities	can	be	achieved	by	ensuring	that	project	managers’	experience	is	acquired,	stored	and	maintained	across	the	portfolio	of	IS	projects.	This	is	emphasised	by	Kerzner’s	(2017)	definition	of	excellence	in	project	management:	a	“continuous	stream	of	
successfully	managed	projects”.	This	definition	implies	a	project	manager	can	only	achieve	 excellence	if	 they	manage	 a	 number	 of	 IS	 projects	 successfully	 over	 a	prolonged	 period	 of	 time.	This	 raises	 the	 question	 what	 management	environment	is	needed	to	assist	project	managers	with	the	acquisition,	storage	and	maintenance	of	IS	project	experience	so	that	such	excellence	can	be	nurtured.	Knowledge	and	especially	experience	as	a	branch	of	human	knowledge	that	can	be	validated	(Hanisch	et	al.	2009;	Wang	2005)	are	an	important	(if	not	crucial)	resource	in	IS	projects,	especially	since	IS	projects	are	conducted	in	an	environment	 driven	 by	 intense	 competition,	innovation	and	 integration,	 etc.	Project	management	 in	 today’s	 economic	environment	has	become	more	 than	just	 the	 management	 of	 projects	 (Bryde	 1995;	 Wysocki	 2004).	 Project	management	 has	 developed	 into	 a	 standard	approach	 for	 the	management	 of	many	 organisations	 to	 achieve	 objectives	 such	 as	 remaining	 agile,	 providing	increased	customer	focus	or	gaining/maintaining	competitive	advantage	(Cooke-Davies	2002).	However,	this	development	presents	a	number	of	challenges.	For	example,	 at	 the	 completion	 of	 an	 IS	 project,	 team	 members	 are	 frequently	reassigned	to	other	areas	of	the	organisation,	project	documentation	is	typically	insufficient,	does	not	record	any	of	the	project	manager’s	experience,	and	in	those	rare	 cases	 where	 it	 does,	 it	 is	 not	 used	 in	 the	 future	 projects.	 Organisations	heavily	 invest	 in	 the	 competencies	 and	 skills	 of	 project	team	 members,	 and	therefore	 it	 appears	 futile	 not	to	 establish	 management	 environments	 that	support	 the	 acquisition,	 storage	 and	 maintenance	 of	 experiences	 during	
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(including	 upon	 completion	 of)	 an	 IS	 project.	 Thus	 effective	 knowledge	management,	 and	 in	 particular	 the	 management	 of	 project	 experience,	 likely	constitute	a	significant	competitive	advantage.	The	 (IS)	 project	management	 literature	makes	 some	 recommendations	about	formal	post-completion	reviews	to	prevent	the	loss	of	experience,	which	takes	 the	 form	of	 lessons	 learned.	However,	managing	 the	acquisition,	 storage	and	maintenance	 of	 experience	 is	 rarely	 the	 focus	of	 these	 post-project,	 post-implementation	or	project	benefit	review	efforts	(Kamara	et	al.	2003;	Owen	et	al.	2004;	Fathi	et	al.	2007;	Marcandella	et	al.	2009).	There	is	no	formal	process	in	project	management	methodologies	to	manage	IS	project	experience,	except	that	outputs	of	project	closeout	should	consist	of	updates	to	organisational	process	assets	and	project	 files.	The	 focus	of	 these	closeouts	 is	 typically	on	 identifying	positive	experience,	but	do	not	to	identify	any	negative	experiences.	The	latter	is	important	 because	 improving	 project	management	 practices	 requires	 both	 an	understanding	of	what	went	well	and	what	did	not	work	(Zedtwitz	2002).	As	a	result,	some	important	experience	is	likely	to	be	lost	to	organisations,	so	that	any	experience	acquired	and	stored	 in	peoples’	minds,	 in	processes	and	 in	project	files	cannot	be	relied	upon	to	prevent	an	organisation	from	repeating	mistakes	in	subsequent	IS	projects.	In	 summary,	 the	 challenges	 regarding	 IS	project	management	 highlight	the	need	to	better	understand,	especially	from	project	manager	perspectives,	the	environment	needed	to	support	IS	project	experience	management.	This	thesis	thus	 explores	 the	 project	 manager	 perceptions	 of	 the	 benefits	 of,	 and	management	 environment	 needed	 to,	 acquire,	 store	 and	maintain	 experience	from	IS	projects.	To	achieve	this,	I	needed	to	understand	how	this	management	environment	 of	 IS	 project	 experience	 is	 currently	 supported	 by	 project	management	methodologies	and	broader	organisational	contexts.	This	relates	to	the	already	established	notions	 in	project	management	methodologies	such	as	lessons	learned,	best	practice,	project	maturity	and	project	excellence	(Fincher	1996;	Kerzner	2002;	Jugdev	2002;	Project	Management	Institute	2004;	Grant	and	Pennypacker	 2006;	 Crawford	 2014)	 and	excellence	 (Kerzner	 1987;	 Kerzner	1998;	Kerzner	2004;	Harrington	and	McNellis	2006;	Holdaway	et	al.	2009;	Elliott	
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and	 Dawson	 2015).	 These	 aspects	 of	 project	 management	 methodologies	appeared	to	relate	to	managing	IS	project	experience	and	to	IS	project	success	(Kerzner	2017),	but	it	was	unclear	from	the	literature	whether	they	provided	the	necessary	environment	on	their	own	to	support	the	management	of	experience	in	IS	projects.	Project	experience	includes	all	aspects	of	the	project	that	has	the	potential	 to	 be	 useful	 in	 the	 context	 of	 future	 projects.	 Examples	 of	 this	 can	include	 technical	 details	 about	 a	 particular	 aspect	 of	 a	 project,	 processes	 and	lessons	learned	from	such	processes,	staff	requirements	needed	for	a	particular	type	of	project	or	activity,	cost	estimates,	common	problems,	quality	measures,	risk	management,	scheduling	challenges,	etc.	The	 first	step	to	 implementing	IS	project	 experience	 management,	 given	 the	 lack	 of	 research	 in	 this	 area,	 was	determining	 project	 manager	 perceptions	 of	 the	 management	 environment	needed	to	support	acquiring,	storing	and	maintaining	such	experiences	during	an	IS	project	(i.e.	the	focus	of	this	research).	This	foundation	can	provide	the	basis	for	 identifying	 and	 examining	 the	 effectiveness	 of	 solutions	 which	 enact	 the	management	environment,	and	which	enable	experience	from	one	IS	project	to	be	drawn	upon	for	the	benefit	of	future	projects	(not	in	scope	for	this	thesis).	
1.2 Aims	and	objectives	of	the	research	As	described	above,	project	management	has	emerged	as	 important	 for	business.	Project	management	is	no	longer	confined	to	serve	just	the	occasional	project	but	is	critical	to	organisational	success	(Gray	and	Larson	2018).	A	2012	PWC	study	on	project	management	found	that:	
“As	many	as	97%	of	respondents	agreed	that	project	management	is	critical	
to	business	performance	and	organisational	success	[…]”	(Clack	et	al.	2012).	In	 the	 discipline	 of	 Information	 Systems,	 we	 deal	 with	 projects	 at	 the	crossroad	 between	 business,	 social	 and	 technology,	 which	 makes	 IS	 projects	especially	 complex	 and	 thus	 a	 worthy	 starting	 point	 to	 understand	 project	management	 issues	 in	 general.	 Project	 management	 is	 becoming	 increasingly	aligned	with	the	success	of	IS	projects.	The	benefits	and	the	management	of	the	environment	for	the	acquisition,	storage	and	maintenance	of	experience	in	an	IS	project	has	 the	potential	 to	 contribute	 to	 success	in	 IS	projects	 (Bresnen	et	 al.	
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2003),	and	is	currently	an	unexplored	area	and	worth	further	research.	Due	to	the	importance	of	project	managers	to	IS	project	success,	as	outlined	in	section	1.1,	 they	 will	 have	 an	 important	 role	 in	 any	 management	 environment	established	 to	 support	 the	 acquisition,	 storage	 and	 maintenance	 of	 such	experience.	However,	these	tasks	are	not	always	performed	satisfactorily,	if	at	all.	For	instance,	a	project	manager	might	choose	to	leave	the	organisation	and	take	this	 experience	 (e.g.	 in	 their	minds)	with	 them,	 and/or	might	 be	 tied	 up	with	other	IS	projects	and	be	unable	to	contribute	to	processes	aimed	at	managing	IS	project	experience.	Overcoming	 these	 challenges	 necessitates	 organisations	 being	 able	 to	acquire	experience	from	IS	project	managers	at	the	organisational	level,	as	part	of	 well-defined	 management	 processes,	 and	 then	 store	 and	 maintain	 this	experience	in	a	way	that	is	independent	of	a	specific	project	manager.	Kerzner	(2017)	 states	 that	 excellence	 in	project	 management	 is	 the	 result	 of	ongoing	success	 in	managing	 IS	projects.	This	presents	an	exciting	proposition	that	 the	 use	 of	 tools,	 methods	 and	techniques	 could	 be	 formalised	 in	 an	organisation	as	part	of	an	effective	process	contributing	to	an	environment	for	managing	the	acquisition,	storage	and	maintenance	of	experience	during	an	IS	project.	 It	 would	 be	 desirable	 to	 determine	 aspects	 of	 the	 management	environment	needed	for	the	acquisition,	storage	and	maintenance	of	IS	project	experience,	 which	 then	 might	 increase	 the	 chances	 this	 experience	 can	 be	accessible	within	the	organisation.	Currently,	the	project	manager	is	likely	to	be	the	‘human’	repository	of	such	experience,	and	therefore	the	key	individual	to	be	involved	with	managing	IS	project	experience.	This	 thesis	 extends	 our	 understanding	 of	 knowledge	 management	 to	include	 an	 explicit	 focus	 on	 experience	 management	 which	 are	 related	 and	require	specific	attention.	It	further	bridges	the	gap	between	the	largely	separate	fields	of	 IS	project	management	and	experience	management	 (see	Chapter	2),	with	the	aim	of	exploring	project	managers’	perceptions	of	the	benefits	of,	and	management	 environment	 needed	 to,	 acquire,	 store	 and	maintain	 experience	during	an	IS	project.	Such	understanding	could	be	the	first	step	towards	a	process	to	assist	with	 the	 creation	of	 a	generally	accessible	experience	 repositories	 to	
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support	 the	 success	 of	 IS	 projects.	 The	 research	 question	 arising	 from	 these	deliberations	is:	
What	are	project	manager	perceptions	of	the	benefits	of,	and	management	
environment	needed	to,	acquire,	store	and	maintain	experience	during	an	IS	
project?	Answering	 this	overarching	 research	question	successfully	necessitated	breaking	it	down	into	five	subordinate	questions	which	could	be	answered.	First,	answering	this	question	required	establishing	the	relevance	of	the	research	 for	 the	 target	 audience,	 the	 project	 managers,	 so	 they	 would	 likely	perceive	benefits.	This	lead	to	the	first	sub-question:	
Sub-question	1	–	What	are	the	project	manager	views	on	the	importance	of	
managing	 the	 acquisition,	 storage	 and	 maintenance	 of	 experience	 in	 IS	
projects?	Second,	 the	 importance	 of	 project	managers	 in	managing	 projects	 and	ensuring	IS	project	success	meant	it	was	important	to	establish	their	view	of	their	role	in	managing	the	acquisition,	storage	and	maintenance	of	experience	during	IS	projects.	It	was	also	anticipated	this	would	lead	to	insights	into	challenges	they	encountered	when	fulfilling	duties	of	a	project	manager,	which	might	have	meant	their	role	was	not	a	foregone	conclusion.	This	led	to	the	following	sub-question:	
Sub-question	2	– What	are	the	project	manager’	views	on	their	 role	with	
regards	 to	management	 environment	 needed	 for	 the	 acquisition,	 storage	
and	maintenance	of	IS	project	experience.	The	literature	on	(IS)	project	management	(see	Chapter	2)	suggests	that	while	there	are	methods	of	managing	project	maturity	and	lessons	learned,	there	are	 few	 approaches	 dedicated	 to	 managing	 the	 acquisition,	 storage	 and	maintenance	of	 experience	 in	 IS	projects.	Answering	 the	overarching	 research	question	thus	necessitated	understanding	the	project	managers’	views	on	using	and	managing	existing	approaches	which	might	be	intended	to	acquire,	store	and	maintain	experience	during	an	IS	project.	This	led	to	the	following	sub-question:	
Sub-question	3	– What	are	the	project	managers’	views	on	the	effectiveness	
of	 existing	 approaches	 to	 setting	 up	 a	management	 environment	 for	 the	
acquisition,	storage	and	maintenance	of	experience	during	an	IS	projects?	
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Overcoming	the	barriers	faced	by	the	project	manager	when	managing	the	acquisition,	storage	and	maintenance	of	experience	during	an	IS	project	would	necessitate	 efforts	 by	 project	 managers	 themselves,	 as	 well	 as	 the	 by	 their	organisation's	 leadership.	 For	 this	 reason,	 the	 fourth	 sub-question	 focused	 on	project	managers’	perceptions	of	barriers	hampering	their	efforts:	
Sub-question	4	– What	are	key	barriers	 faced	by	project	managers	when	
they	are	involved	in	managing	the	acquisition,	storage	and	maintenance	of	
IS	project	experience?		The	final	sub-question	focuses	on	the	project	managers’	perceptions	of	the	changes	required	to	the	environment	to	reduce,	or	ideally	overcome,	the	barriers	to	the	effective	management	of	IS	project	experience:	
Sub-question	5	– What	changes	do	project	managers	believe	will	overcome	
the	 barriers	 to	 effective	 management	 of	 the	 acquisition,	 storage	 and	
maintenance	of	IS	project	experience? Answering	 these	 sub-questions	will	 provide	 a	deeper	 understanding	of	the	 complexity	 of	 the	 management	 environment	 needed	 to	 support	 the	acquisition,	storage	and	maintenance	of	experience	during	an	IS	project,	and	thus	help	 answer	 the	 overarching	 question.	 This	will	 be	 achieved	 by	 exploring	the	project	 managers’	 perspectives	 and	 views	 on	 the	 importance	 of	 IS	 project	experience	management	(sub-question	1),	the	role	of	the	project	manager	in	this	process	(sub-question	2),	the	effectiveness	(or	not)	of	existing	approaches	(sub-question	 3),	 barriers	 they	 face	 (sub-question	 4),	 and	 how	 to	 overcome	 the	barriers	(sub-question	5).		
1.3 Success	criteria	This	research	will	be	deemed	successful,	and	the	research	question	will	be	deemed	answered	to	a	high-quality	standard	when	the	following	success	criteria	are	met:	
• All	sub-questions	in	section	1.2	are	answered	satisfactorily;	with	
• agreement	of	the	co-researchers;	as		
• measured	by	saturation	which	is	reached	on	the	completeness	of	the	collective	insights,	resulting	from	this	research,	on	the	benefits	
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of,	 and	management	 environment	 needed	 to,	 acquire,	 store	 and	maintain	experience	during	an	IS	project;	and	
• the	evaluation	of	the	findings	by	co-researchers	which	affirm	the	relevance	 and	 usefulness	 as	 well	 as	 the	 applicability	 of	 this	research.	
1.4 Scope	of	the	research	The	 research	 questions	 in	 section	 1.2	 define	 the	 scope	 of	 the	 study	reported	in	this	thesis.	The	points	below	identify	the	boundaries	for	the	study	and	highlight	the	intended,	as	well	as	necessary,	limitations	of	the	proposed	research:	
• This	 study	 is	 focused	 on	 the	 benefits	 of	 and	 the	 management	
environment	for	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects	only.		
• The	aim	of	this	study	was	not	to	design	or	develop	a	technology	solution	or	 a	 process	 model	 to	 achieve	 effective	 management	 of	 IS	 project	experience.	 Instead,	 the	 aim	 was	 to	 focus	 on	 the	 management	environment	 which	 could	 underpin	 such	 solutions,	 by	 examining	 the	benefits	and	barriers	of,	and	the	nature	of	changes	needed	to	the	managing	environment	 to	 support	 the	 acquisition,	 storage	 and	 maintenance	 of	experience	during	an	IS	project.	
• This	 study	 is	 focused	 on	 the	 project	 managers	 and	 their	 perceptions	because	 they	 are	 the	 key	 individuals	 in	 IS	 project	 management.	 It	 is	acknowledged	 that	 other	 stakeholders	 might	 play	 a	 part	 in	 any	environment	needed	to	manage	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects,	but	project	managers	are	the	focus.	
• This	study	is	not	intended	to	evaluate	the	reasons	for	the	success	or	failure	of	 actual	 IS	 projects	 or	 the	 appropriateness	 of	 specific	 project	management	methods.	
• This	 study	 focuses	 on	 experience	 management,	 so	 the	 relevance	 to	knowledge	management	is	limited	to	aspects	applicable	only	to	managing	a	specific	type	of	knowledge;	experience	or	experience	knowledge.	
• This	research	 is	not	 tied	 to	a	 specific	project	management	approach	or	
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methodology,	 nor	 to	 any	 methodology	 prevailing	 in	 an	 organisation.	Instead,	 the	 study	 examines	 the	 broader	 management	 environment	needed	 for	 acquiring,	 storing	 and	 maintaining	 IS	 project	 experience	independently	 of	 any	 specific	 (IS)	 project	 management	 methodology.	However,	the	impact	of	methodologies	on	managing	IS	project	experience	is	recognised.	
• The	 study	 acknowledges	 that	 IS	 projects	 are	diverse,	 often	 distributed,	sometimes	include	outsourcing,	and	frequently	include	scope	changes.	No	distinction	 is	 made	 between	 these	 different	 types	 of	 IS	 projects.	 This	research	 focuses	 solely	 on	 managing	 the	 acquisition,	 storage	 and	maintenance	of	experience	during	an	IS	project.		
• Even	though	the	study	focuses	on	IS	project	management,	the	research	is	not	 intended	 to	 develop	 or	 enhance	 a	 specific	 project	 management	methodology.	 Instead,	 the	 aim	 is	 to	 enhance	 understanding	 about	 IS	project	management	generally	within	the	Information	Systems	discipline.	
• The	 study	 does	 not	 focus	 on	 a	 specific	technology	 for	 IS	 project	management,	 or	 software	 to	 plan	 and	manage	 IS	 projects.	 It	 does	 not	investigate	 the	 impact	 of	 dominant	 technologies	or	 software	 in	 any	specific	 organisation.	 However,	 the	 impact	 of	 technologies	 or	 software	generally	on	managing	IS	project	experience	is	considered	in	this	study.	
• The	 research	 is	 not	 intended	 to	 develop	 a	 holistic	 approach	 to	 project	management	or	experience	management.	 Instead,	 the	 thesis	 focuses	on	understanding	the	benefits	of,	and	the	management	environment	needed	for,	the	acquisition,	storage	and	maintenance	of	experience	specifically.	
1.5 Motivation	and	relevance	of	the	research	This	study	was	motivated	by	a	recognition	that	IS/IT	project	management	is	 challenging,	 requires	 a	 particular	 type	 of	organisation,	 has	 a	 propensity	 for	failure,	is	often	prone	to	quality	issues	and	frequently	requires	rework	(Remenyi	2010;	Anon	2012;	J.	Wang	2013;	Olson	2014;	Schwalbe	2015).	At	the	same	time,	the	 importance	 of	 IS	 project	management	 as	 a	way	 to	 create	 and	maintain	 a	sustainable	competitive	advantage	has	increased	(Söderlund	2004).	
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Based	on	my	17	years	of	experience	in	IS	project	management,	IS	projects	are	often	treated	in	isolation	due	to	the	project	management	definition	of	each	project	being	unique,	with	IS	projects	often	treated	as	something	that	has	never	been	 done	 before.	 For	 this	 reason,	 a	management	 environment	 for	 acquiring,	storing	and	maintaining	experience	is	rarely	considered	significant	in	the	context	of	IS	projects.	While	the	failure	of	IS	projects	is	the	most	prominent	problem,	the	less	visible	challenges	or	inefficiencies	can	also	lead	to	significant	problems	for	organisations,	 because	 they	 can	 be	 costly	 and	 lead	 to	 a	 loss	 of	 reputation	 or	competitive	advantage.		This	 led	 me	 to	 question	 whether	 the	 application	 of	 experience	management	 models	 to	 IS	 project	 management	 had	 potential	 to	 help	organisations	 reduce	 the	 likelihood	 of	 project	 failure,	 limit	 the	 repeat	 of	 past	mistakes,	minimise	the	need	for	rework,	 improve	efficiency	 (for	both	cost	and	time),	improve	project	quality,	etc.	The	main	challenge	lays	in	the	dynamic	nature	of	 IS	 project	management,	with	 its	 constantly	 evolving	 experience	 repository.	This	 presents	 potential	 difficulties,	 especially	 with	 managing	 the	 acquisition,	storage	and	maintenance	of	IS	project	experience.	This	study,	therefore,	aims	to	explore	 project	 manager	 perceptions	 of	 the	 benefits	 of,	 and	 management	environment	needed	for,	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	It	was	anticipated	the	findings	of	this	study	would	determine	the	environment	needed	to	create	to	support	managing	IS	project	experience,	which	can	provide	the	foundation	organisations	and	project	managers	can	use	to	devise	and	examine	the	effectiveness	of	solutions	that	enact	aspects	of	the	management	environment	explicated	in	this	thesis.	The	 results	of	 the	 study	provide	 significant	 theoretical	 contributions	 to	the	disciplines	of	Information	Systems	and	especially	sub-discipline	of	IS	project	management.	 It	 extends	 the	 existing	 body	 of	 knowledge	 by	 developing	 a	conceptual	framework,	which	emerged	from	empirical	findings,	which	links	two	separate	 bodies	 of	 literature:	 the	 (IS)	 project	management	 literature,	 and	 the	experience	 management	 literature.	 This	 approach,	 and	 the	 conceptual	framework	 allows	 us	 to	 understand	 how	 experience	management	models	 can	potentially	be	enacted	in	an	IS	project	management	context.	
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This	study	also	contributes	to	practice	with	several	recommendations	to	guide	 project	 managers,	 and	 potentially	 their	 organisations,	 with	 the	implementation	of	IS	project	experience	management.	Practitioners	will	benefit	from	 the	 heuristics	 from	 the	 conceptual	 framework	 which	 could	 help	 them	establish	 a	management	 environment	 to	 support	 the	 acquisition,	 storage	 and	maintenance	 of	 experience	 in	 IS	 projects.	 It	 is	 anticipated	 this	 study	 will	encourage	more	use	of	experience	management	to	improve	IS	project	outcomes.		Further,	 the	 results	 of	 the	 study	 provide	 unique	 insights	 that	 have	 the	potential	to	enhance	existing	project	management	methodologies.	This	could	be	achieved	by	 building	upon	experience	management	principles	 to	develop	best	practices	to	improve	project	excellence	and	maturity.	
1.6 Notes	on	presentation	style	When	referring	to	my	personal	insights	or	talking	about	this	research,	I	use	the	singular	sense	“I”.	If	referring	to	work	completed	with	co-researchers	or	others,	 I	 used	 the	 plural	 “we”	 or	 “our”.	 This	 choice	 is	 aligned	 with	 the	methodology	 of	 interpretive	 work	 and	 is	 common	 practice	 in	 hermeneutic	phenomenology	research.	For	brevity,	I	sometimes	refer	to	“IS	project	experience”,	“the	management	of	 the	 acquisition,	 storage	 and	 maintenance	 of	 IS	 project	 experience”	 or	 just	“project	experience”.	The	context	and	focus	of	such	statements	in	this	thesis	are	on	the	benefits	of,	and	management	environment	needed	to,	acquire,	store	and	maintain	experience	from	an	IS	project.	
1.7 Structure	of	the	Thesis	This	 initial	 chapter,	 Chapter	 1 - Introduction, has	 introduced	 the	research	area,	the	research	question,	five	sub-questions	and	the	success	criteria.	Also,	this	chapter	has	detailed	the	research	scope	as	well	as	the	motivation	and	significance	of	this	study.	The	 next	 chapter,	 Chapter	 2	 - Literature review	 presents	 a	 detailed	
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review	of	the	existing	literature	on	project	management,	experience	management	and	 related	 concepts,	 as	well	 as	approaches	 that	 relate	 to	 the	management	of	experience	in	(IS)	projects.	The	selection	of	the	literature	presented	relates	to	the	research	objectives	and	is	designed	to	increase	our	understanding	of	the	research	domain.	 The	 literature	 review	 shows	 that	 the	 research	 areas	 of	 project	management	and	experienced	management	are	quite	disparate.	
Chapter	3	- Methodology	derives	the	appropriate	methodology	for	this	research.	It	develops	an	understanding	of	the	hermeneutical	phenomenological	approach	 from	 its	 philosophical	 foundations	 and	 discusses	 the	 rationale	 for	choosing	this	methodology,	and	specifically	Moustaka’s	(1994)	adaptation	of	van	Kaam’s	 (1959	 and	 1966)	 approach	 to	 hermeneutical	 phenomenology.	 This	chapter	further	presents	a	detailed	research	design	which	lays	out	all	the	relevant	steps,	 methods	 and	 procedures.	 The	 chapter	 finishes	 off	 with	 a	 detailed	consideration	of	all	relevant	ethical	issues.	
Chapter	 4	 – Phenomenological reduction and textual-structural 	
description	provides	an	overview	of	the	phenomenological	reduction	to	show	the	 common	 themes	 relating	 to	 the	management	 environment	 needed	 for	 the	acquisition,	 storage	 and	maintenance	 of	 experience	 during	 an	 IS	 project.	 This	chapter	also	presents	the	Epoché	that	enabled	me	to	address	my	biases,	as	well	as	examples	of	the	textual-structural	descriptions	of	the	phenomena	based	on	the	emergent	themes.	
Chapter	5	– Phenomenological Analysis	engages	with	the	composite	textual	 descriptions	 to	 identify	 the	 similarities	 and	 differences	 in	 the	 lived	experiences	of	the	12	co-researchers	to	derive	meaning.	
Chapter	6	– Imaginative Variation and synthesis	depicts	the	next	step	in	 the	 hermeneutic	 phenomenological	 process;	 the	 imaginative	 variation	 and	synthesis.	 This	 chapter	 describes	 the	 possible	meaning	 of	 the	 co-researchers’	lived	experiences	regarding	the	benefits	of,	and	the	management	environment	needed	for,	the	acquisition,	storage	and	maintenance	of	experience	during	an	IS	project.	
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Chapter	7	– Essence of experience	presents	the	essence	of	experience	along	with	a	detailed	explanation	of	the	essence	statement	and	a	framework	for	understanding.	
Chapter	8	- Evaluation	delivers	the	evaluation	of	the	research	findings	with	a	group	of	international	co-researchers	and	establishes	the	usefulness	of	the	key	findings.	
Chapter	9	-	Conclusion	provides	an	answer	to	the	research	question	and	each	 of	 the	 five	 sub-questions.	 The	 chapter	 further	 describes	 the	 research	contributions	to	theory	and	practice,	and	it	provides	an	overview	of	the	research	limitations	and	presents	an	overview	of	future	research	directions.	 	
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Chapter 2 
Chapter	2 -	Literature	review	and	theoretical	framework	
“Where is the wisdom… we have lost in knowledge? 
Where is the knowledge we have lost in information?” 
(Eliot 1934) 
2.1 Introduction	The	aim	of	this	chapter	is	to	provide	an	understanding	of	concepts	central	to	 this	 thesis	 and	 to	 provide	 the	 fundamental	 aspects	 to	 demonstrate	 how	experience	management	 relates	 to	 IS	projects	 and	project	management	 in	 the	context	 of	 this	 research.	 The	 chapter	 further	 justifies	 why	 answering	 the	following	research	question	makes	a	significant	contribution	to	knowledge:	
What	are	project	manager	perceptions	of	the	benefits	of,	and	management	
environment	needed	to,	acquire,	store	and	maintain	experience	during	an	IS	
project?	From	the	research	question	and	the	sub-questions	in	section	1.2,	we	can	identify	 several	 key	 phrases	 that	we	 need	 to	 explore	 in	 the	 literature	 to	 fully	understand	 the	 issue	 under	 investigation.	 These	 key	 phrases	 are	 project	managers,	projects,	experience,	importance	and	effectiveness	of	the	acquisition,	storage	and	maintenance	of	experience,	barriers	and	overcome	barriers.		Table	1	below	summarises	 these	key	phrases	and	 the	 relevant	sections	where	the	 literature	relating	to	each	phrase	are	discussed	 in	this	chapter.	The	table	also	identifies	which	bodies	of	literature	are	relevant	to	each	key	phrase	of	the	 research	 question:	 project	 management,	 and/or	 experience	 management.	Experience	 management	 is	 often	 a	 subset	 of	 the	 broader	 area	 of	 knowledge	management,	 but	 the	 latter	 is	 outside	 the	 scope	 of	 this	 thesis	 because	 this	research	 is	 focused	on	 actual	 experience	 in	 project	management	 only.	 Section	2.3.1	presents	a	more	detailed	discussion	on	the	difference	between	knowledge	management	and	experience	management.		
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Table	1:	Chapter	overview	for	research	question	key	words		
 Section 2.2 
Introduction to 
project 
management in an 
IS context 
Section 2.3 
Experience 
management 
Section 2.4 
Approaches to 
managing 
experience in 
projects 
importance of the 
acquisition, storage and 
maintenance of experience 
✓ ✓ ✓ 
Role of the project manager  ✓ n/a ✓ 
The effectiveness of existing 
approaches ✓ ✓ ✓ 
Key barriers faced by 
project managers n/a ✓ ✓ 
What changes do project 
managers believe will 
overcome the barriers 
n/a n/a n/a 
2.2 Introduction	to	project	management	in	an	IS	context	To	appreciate	the	importance	of	experience	management	in	the	context	of	IS	 project	 management,	 it	 is	 important	 to	 develop	 an	 understanding	 of	 (IS)	project	management	and	how	it	differs	from	general	management.	Section	2.2.1	introduces	project	management	and	defines	key	project	management	terms	used	throughout	 the	 thesis.	 The	 overview	 of	 the	 key	 standards,	 in	 particular,	emphasises	that	projects	are	unique	undertakings	with	very	specific	attributes.	Section	 2.2.2	 explores	 multi-project	 management	 to	 explore	 the	 benefit	 of	experience	management	in	different	multi-project	management	environments.	
2.2.1	Project	management	definitions	and	the	role	of	experience	management	There	are	a	few	sector-specific	standards	for	project	management	(e.g.	the	Australian	 Standard	 AS4915	 or	 the	 German	 standard	 DIN69901).	 There	 has	never	been	an	overreaching	 standard	across	all	 sectors	and	nations	 to	set	 the	generic	procedures	and	principles	for	project	management.	However	as	recent	as	
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3	September	2012	the	International	Standards	Organisation	published	 its	 first	version	of	Information	Systems	21500	as	a	generic	guide	to	project	management.	
Information	 Systems	 21500:2012	 “provides	 high-level	 description	 of	
concepts	and	processes	that	are	considered	to	form	good	practice	in	project	
management.	Projects	are	placed	 in	 the	 context	of	programs	 and	project	
portfolios;	however,	Information	Systems	21500	does	not	provide	detailed	
guidance	 on	 the	management	 of	 programs	 and	 project	 portfolios.	 Topics	
pertaining	to	general	management	are	addressed	only	within	the	context	of	
project	management".	Information	 Systems	 21500	 consists	 of	 five	 process	 groups:	 initiating,	planning,	 implementing,	 controlling	 and	 closing.	 Close	 examination	 of	 the	standards	 confirms	 that	 these	 are	 simply	 high-level	 descriptions	 and	 do	 not	provide	any	guidance	on	managing	project	experience.	My	 synthesis	 of	 the	 literature	 on	 project	 management	 suggests	 that	 a	project	 can	 be	 characterised	 by	 the	 following	 (Kerzner	 2013;	 Project	Management	Institute	1987;	Project	Management	Institute	2013):	
 A	project	has	a	specified	aim;	
 A	project	has	a	specified	start	and	end;	
 A	project	has	limited	financial	and	human	resources	to	achieve	its	goal;	
 A	 project	 team	 usually	 consists	 of	 a	 number	 of	 experts	 from	 different	domains;	
 The	specified	outcome	of	a	project	is	often	innovative	by	nature;	
 A	project	is	usually	a	complex	undertaking;	
 A	project	is	usually	performed	under	pressure	to	succeed;	and	
 A	project	is	managed	by	the	specific	organisational	structure.	In	 summary,	 a	 project	 can	 be	 defined	 as	 a	 unique	 undertaking	 with	 a	specific	goal,	to	be	achieved	within	a	certain	period	with	limited	resources	under	a	specified	organisational	structure.	Project	management	thus	involves	managing	these	projects.	This	is	where	project	management	differs	from	general	management.	General	management	is	focused	on	ongoing	and	continuous	management,	while	project	management	is	concerned	with	 the	management	 of	 a	 specific	 project.	 There	 is	 no	 universally	
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agreed	definition.	For	the	purposes	of	this	thesis,	I	use	the	Project	Management	Institute	(PMI)	definition	of	project	management	because	it	is	widely	accepted	by	industry	 practitioners	 and	 academics	 in	 the	 field	 (Schwalbe	 2015;	 Wysocki	2004):	
“Project	 Management	 is	 the	 application	 of	 knowledge,	 skills,	 tools	 and	
techniques	to	project	activities	to	meet	project	requirements”.		This	definition	is	relevant	to	this	thesis	because	it	shows	the	connection	between	 project	 management	 and	 experience.	 The	 application	 of	 knowledge,	skills	 tools	 and	 techniques	 seems	 to	 indicate	 that	 experience	 is	 required	 for	project	management.	This	 implies	experience	management	 is	needed	 to	assist	people	 involved	with	projects	with	developing	and	applying	these	capabilities.	This	thesis	focuses	specifically	on	how	project	experience	can	be	acquired,	stored	and	maintained	to	contribute	to	this	outcome.	The	importance	of	experience	management	is	underscored	by	numerous	studies	finding	that	IS	projects	often	fail	(Thomas	and	Fernández	2008;	Darfeuille	2017).	For	example,	a	2004	study	by	the	Standish	group	in	the	US	(The	Standish	Group	 2004)	 found	 that	 only	 28%	 of	 projects	 were	 considered	 successful	regarding	its	parameters	of	time,	cost,	quality	and	function.	This	is	especially	true	for	organisations	that	create	value	in	distributed	projects	where	project	teams	are	spread	across	multiple	locations.	The	efficient	presentation,	documentation,	availability	 and	 use	 of	 experience	 in	 distributed	 projects	 are	 a	 key	 IS	 project	success	factor	(Willke	2001).	The	Standish	group	found	almost	every	third	project	had	been	abandoned	prematurely.	The	high	failure	rates	suggested	that	a	different	view	is	needed	from	an	 operational	 and	 strategic	 perspective	 (Cicmil	 et	 al.	 2017).	 The	 acquisition,	storage	and	maintenance	of	project	experience	of	similar	projects	conducted	by	others,	 in	addition	 to	project	managers’	own	experience	 from	past	projects,	 is	important	because	it	can	help	reduce	the	current	problems	by	improving	project	work.	This	thesis	does	not	explore	project	success/failure	factors,	because	this	has	received	considerable	attention	in	the	literature	(Hughes	et	al.	2015;	Chipulu	et	 al.	 2012;	 Conboy	 2010).	 Instead,	 the	 thesis	 focuses	 on	 the	 complexities	 of	
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projects	especially	surrounding	the	management	of	the	acquisition,	storage	and	maintenance	 of	 experience	which	 project	 stakeholders	 and	organisations	 gain	through	 past	 projects,	 whereby	 this	 experience	 can	 include	 knowledge	 about	project	success/failure.	The	stakeholder	with	the	most	critical	role	in	experience	management	in	the	context	of	IS	projects	are	project	managers	because	project	managers	are	central	 to	both	planning	and	managing	projects	(Newton	2012).	Project	managers	also	maintain	an	umbrella	view	of	the	project	and	therefore	are	most	likely	to	appreciate	the	different	aspects	necessary	for	project	success.		One	key	issue	associated	with	the	role	of	project	managers	in	experience	management	is	that	many	enter	project	management	positions	more	by	accident	or	coincidence	(Ensworth	2001),	without	having	a	clear	understanding	or	plan	of	what	 this	 transition	means.	This	 lack	of	 formal	 training,	 the	resulting	 intuitive	approach	 to	 project	management,	 and	 the	 lack	 of	 formal	 project	management	processes	would	likely	impact	on	the	way	experience	is	managed	in	projects.	This	means	project	management	in	organisations	has	to	occur	as	an	essential	change	process,	and	must	itself	be	managed	as	a	project	to	ensure	essential	aspects	such	as	 experience	 management	 processes	 are	 in	 place.	 Diligent	 planning	 and	conscious	design	of	how	project	management	occurs	 in	organisations	 is	 a	key	success	 factor	 for	 the	 future	 project	 culture	 within	 the	 organisation	 (Turner	2016;	van	Der	Merwe	2002).	Another	challenge	for	managing	the	acquisition,	storage	and	maintenance	of	project	experience	is	highlighted	by	the	PMI	definition	of	nine	key	knowledge	areas	for	project	management	(Project	Management	Institute	2013):	
 Integration	 management:	 this	 is	 the	 area	 where	 the	 integration	 of	 the	project	 is	 ensured	 and	 coordinated.	 Stakeholders	 must	 be	 involved	according	to	their	relationship	with	the	project.	
 Scope	management:	this	is	to	ensure	the	project	targets	will	be	reached.	However,	 this	 is	not	only	related	to	the	original	goals	of	 the	project	but	also	 has	 to	manage	 the	 necessary	 diversion	 from	 the	 original	 goals	 to	facilitate	 scope	 change.	 Scope	management	 sometimes	 requires	 the	 re-plan	of	the	project.	
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 Time	management:	this	is	to	ensure	that	all	parties	involved	in	the	project	achieve	their	set	targets	within	the	allocated	time	frame.	The	project	plan	is	utilised	as	a	communication	tool	to	achieve	targets.	
 Cost	management:	this	relates	to	budgeting.	It	is	required	to	track	cost	and	if	a	quiet	initiate	intervention.	
 Quality	management:	project	specific	quality	management	relates	 to	 the	standardisation	of	project	processes,	documentation	of	work	and	results	as	well	as	suitable	intervention	management.	
 Staff	 management:	 this	 relates	 to	 the	 efficient	 allocation	 of	 human	resources	 according	 to	 their	 capabilities	 and	 capacity,	 and	 to	 team	building.	
 Communications	 management:	 this	 frequently	 takes	 up	 to	 50%	 of	 the	project	work	 and	 involves	 all	 stakeholders.	 This	 area	 continues	 across	projects	and	also	involves	change	management.		
 Risk	management:	project	specific	risk	management	involves	risk	analysis,	preventative	 actions	 and	 emergency	 concepts.	 This	 is	 particularly	important	in	complex	projects.	
 Procurement	 management:	 integration	 and	 collaboration	with	 partners	and	suppliers.	
 Stakeholder	management:	 identification	of	and	active	management	of	all	stakeholders	through	the	project	management	plan	to	control	stakeholder	engagement	and	to	ensure	project	success.	The	 implication	 of	 the	 list	 of	 knowledge	 areas	 is	 that	 managing	 the	acquisition,	 storage	 and	 maintenance	 of	 project	 experience	 is	 complex,	 and	covers	a	wide	range	of	areas.	There	are	at	least	three	aspects	of	this	complexity.	First,	 individual	activities	and	tasks	 in	project	management	are	content	focused	and	therefore	likely	to	affect	multiple	knowledge	areas	at	the	same	time.	For	example,	the	work	breakdown	structure	covers	content	from	time,	cost	and	staff	management.	Second,	the	project	management	knowledge	areas	generally	extend	across	the	whole	project	but	can	have	more	significance	during	specific	project	phases.	
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For	example,	in	the	case	of	the	quality	management	area,	quality	standards	will	usually	be	defined	during	the	planning	phase	while	constant	quality	monitoring	will	be	part	of	the	execution	phase.	Third,	 some	 of	 the	 knowledge	 areas	 are	 derived	 from	 general	management	and	 therefore	use	 the	 same	 label.	Nonetheless,	 it	 is	 important	 to	note	 that	 these	 knowledge	 areas	 in	 the	 context	 of	 project	 management	 are	focused	on	projects	rather	than	relating	to	more	general	management	activities.	For	this	reason,	the	knowledge	areas	in	project	management	are	not	related	to	knowledge	 management	 because	 the	 latter	 focuses	 on	 general	 activities	 that	contribute	 to	 the	 management	 of	 a	 project	 rather	 than	 the	 management	 of	specific	knowledge	(Kasvi	et	al.	2003).	In	summary,	 the	definition	of	project	management	and	the	reference	to	knowledge	 and	 skills	 shows	 a	 connection	 between	 project	 management	 and	experience.	 Project	managers	 have	 a	 key	 role	 in	 experience	management,	 but	there	are	various	challenges	for	project	managers	to	manage	experience	due	to	the	nature	of	 their	role,	and	the	complexity	of	 the	knowledge	areas	they	must	navigate	 to	 run	 a	 successful	 project.	 In	 the	 next	 section,	 we	 expand	 the	perspective	to	investigate	how	experience	relates	to	multi-project	management.	
2.2.2	Multi-project	management	The	 need	 for	 experience	 management	 in	 the	 context	 of	 project	management	becomes	more	evident	when	we	consider	 that	management	of	 a	single	project	does	not	occur	in	isolation.	Instead,	a	project	manager	will	typically	lead	 multiple	 projects	 within	 the	 portfolio	 of	 projects	 undertaken	 by	 their	organisation.	This	emphasises	the	benefit	and	needs	 for	project	managers	and	their	 organisations	 to	 manage	 the	 acquisition,	 storage	 and	 maintenance	 of	experience	from	past	IS	projects	to	support	and	improve	future	IS	projects.	Multi-project	management	within	an	organisational	context	is	concerned	with	the	coordinated	planning,	steering	and	controlling	across	multiple,	usually	independent,	projects.	Multi-project	planning	deals	with	the	whole	portfolio	of	projects	 in	an	organisation.	Sometimes	multi-project	management	 is	used	as	a	
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synonym	 for	 programme	 management;	 however	 many	 authors	 define	 a	programme	as	a	bundle	of	connected	projects	(Seidl	2011).		Multi-project	 management	 operates	 between	 operational	 and	 strategic	decision-making	 when	 it	 comes	 to	 managing	 portfolios	 of	 projects	 in	 an	organisation.	On	the	one	hand,	 it	 is	 important	to	build	the	appropriate	project	portfolio	at	a	strategic	level	of	an	organisation	and	to	define	the	right	emphasis	and	priorities.	On	the	other	hand,	all	 individual	projects	need	to	be	completed	efficiently	 at	 the	 operational	 level	 (Engwall	 and	 Jerbrant	 2003).	 Resource	conflicts	 have	 to	 be	 solved	 and	 time	 constraints	 need	 to	 be	 managed.	 This	presents	challenges	because	managing	the	acquisition,	storage	and	maintenance	of	 project	 experience	 would	 not	 just	 concern	 the	 operationally-focused	knowledge	 areas	 in	 section	 2.2.1.	 It	 would	 also	 be	 concerned	 with	 how	organisations	engage	in	experience	management	relating	to	the	strategic	aspects	of	multi-project	management.	Another	aspect	 that	might	 impact	on	managing	 the	acquisition,	storage	and	maintenance	of	project	experience	relates	to	the	requirements	that	a	project	must	be	unique.	This	raises	the	question	of	whether	each	aspect	of	a	project	is	required	 to	be	unique,	or	 is	 it	 sufficient	 that	 the	 context	 in	which	a	project	 is	performed	is	unique?	In	practice,	it	probably	is	important	to	decide	this	on	a	case-by-case	 basis	 and	 deploy	 project	 management	 methodology	 as	 required.	 The	introduction	of	a	process	relating,	for	instance,	to	experience	management	will	not	alter	the	unique	nature	of	a	project.	Instead,	the	unique	nature	of	each	project	poses	problems	 for	 the	validation	of	 experience	when	 it	 comes	 to	 subsequent	projects.	The	project	management	approaches	described	 in	the	next	sections	are	related	to	multi-project	management,	whereby	the	approaches	require	project	managers	to	manage	multiple	projects	and	to	apply	experience	to	those	projects.	Specifically,	 managing	 the	 acquisition,	 storage	 and	 maintenance	 of	 project	experience	 would	 need	 to	 include	 handling	 the	 different	 types	 of	 multiple	projects	which	can	be	undertaken	by	project	managers	within	their	organisation.	
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2.2.2.1	Programme	management	Programme	management	describes	the	temporary	management	tasks	of	formative	planning,	cross-leadership	and	cross-controlling	of	a	defined	number	of	coordinated	projects	(Project	Management	 Institute	2017;	Evaristo	and	van	Fenema	1999).	Programme	management,	multi-project	management	and	project	portfolio	 management	 are	 sometimes	 used	 interchangeably.	 However,	 it	 is	generally	 accepted	 that	 programme	 management	 will	 happen	 over	 a	 fixed	duration,	 similar	 to	 a	 project,	while	multi-project	management	 deals	with	 the	organisation-wide	resource	management	for	projects	of	all	different	kinds	over	an	 indefinite	 period	 (Project	 Management	 Institute	 2017;	 Pellegrinelli	 1997).	Project	portfolio	management	is	discussed	in	the	next	section.	
2.2.2.2	Project	portfolio	management	The	 aims	 of	 strategic	 multi-project	 management	 are	 the	 selection	 of	projects	 with	 the	 highest	 benefits,	 the	 prioritisation	 of	 current	 projects,	 the	assurance	 of	 a	 balanced	 project	 portfolio	 with	 regards	 to	 risk	 and	 the	demonstration	of	strategic	effects	of	planned	changes.	Possible	methods	for	this	are	 prioritisation	with	 regards	 to	 attractiveness	 or	 risk	 or	 selection	 based	 on	strategic	 importance	 or	 urgency.	 The	 strategic	 multi-project	 management	 is	sometimes	 also	 referred	 to	 as	 project	 portfolio	 management	 (Nobeoka	 and	Cusumano	1995;	Martinsuo	and	Lehtonen	2007).	Managing	projects	is	the	likely	future	 for	 large	 companies,	 and	experience	acquisition	will	 thus	be	 the	key	 to	successful	 portfolio	management.	 Project	 portfolio	management	 is	 concerned	with	 the	 management	 of	 all	 projects	 within	 an	 organisation.	 This	 involves	consolidating	metrics	across	all	projects	within	 the	organisation,	 regardless	of	whether	 they	 are	 current	 or	 are	 only	 in	 the	 planning	 phase.	 Project	 portfolio	management	is	an	important	concept	for	the	reporting	of	information	across	all	projects	 and	 the	 efficient	 steering	 of	 the	 project	 stock	 (Cooper	 et	 al.	 1992;	Martinsuo	2012).	There	 are	 numerous	 examples	 of	 the	 likely	 implications	 of	 project	management.	 Some	 examples	 would	 be	 the	 construction	 of	 a	 building,	 the	implementation	of	 a	new	 industrial	process,	 the	planning	and	execution	of	 an	event	or	the	implementation	and	rollout	of	a	new	software	system.	
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2.2.2.3	Critical	chain	project	management	Critical	chain	project	management	is	a	method	developed	by	Eliyahu	M.	Goldratt	(Goldratt	1997).	It	emphasises	resources	such	as	people	and	equipment	compared	to	the	more	traditional	methods	which	emphasise	rigid	schedules	and	tasks	(Goldratt	1997).	Critical	chain	project	management	has	evolved	as	a	very	efficient	 way	 to	 manage	 multiple	 projects	 in	 practice.	 Critical	 chain	 project	management	 addresses	 the	 issue	 of	 multitasking	 by	 scaffolding	 projects	 and	using	buffer	management	to	ensure	timely	delivery.	Buffers	are	aggregated	safety	time	 which	 is	 added	 to	 tasks	 within	 the	 project	 to	 protect	 the	 due	 date	performance	 and	 to	 avoid	wasting	 time	 through,	 for	 instance,	multitasking	 or	Parkinson's	 law	 (Nobeoka	and	Cusumano	1997).	The	process	of	 assigning	 the	duration	 to	 each	 task	 requires	 significant	 experience	 because	 it	 is	 based	 on	 a	"best	 guess"	 and	 a	 "safe"	 duration.	 Critical	 Chain	 project	 management	 does	however	not	provide	any	tools	or	techniques	to	acquire,	store	and	maintain	such	experience.	
2.2.2.4	Large	project	management	Large	 project	management	 is	 very	 similar	 to	programme	management.	The	key	difference	is	that	programme	management	usually	deals	with	individual	projects	within	one	domain,	while	a	large	project	management	approach	requires	the	coordination	of	quasi-independent	projects	as	part	of	a	 larger	project.	The	coordination	 of	 these	 quasi-independent	 projects	 benefits	 from	 experience	because	of	the	complexity	and	scale	of	the	coordination	required.	All	 these	 multi-project	 management	 and	 related	 approaches	 discussed	above	are	relevant	to	project	managers’	involvement	in	managing	the	acquisition	storage	and	maintenance	of	 experience.	This	 is	because	acquiring,	storing	and	maintaining	project	experience	is	particularly	relevant	when	managing	multiple	projects.	This	thesis,	therefore,	focuses	on	the	benefits	of,	and	the	management	environment	needed	for,	the	acquisition	storage	and	maintenance	of	experience	for	 IS	 projects	 in	 the	 context	 of	 managing	 multiple	 and/or	 complex,	 large	 IS	projects	in	their	organisation.	
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2.2.3	Reflection	on	project	management	and	context	The	previous	sections	suggest	that	managing	the	acquisition,	storage	and	maintenance	of	experience	for	project	management	is	unresolved.	Some	of	the	problems	in	managing	projects,	including	the	high	probability	of	project	failure	or	the	complexity	of	multi-project	management,	suggest	that	the	management	of	project	experience	has	the	potential	to	support	and	potentially	improve	project	management	outcomes.	The	literature	reviewed	above	also	highlights	the	central	role	of	the	project	manager	who,	for	instance,	maintains	an	umbrella	view	of	the	project	environment.	 It	 is	 for	 this	reason	this	 thesis	 focused	on	the	role	of	 the	project	 manager,	 and	 their	 role,	 in	 the	 context	 of	managing	 the	 environment	needed	for	the	acquisition,	storage	and	maintenance	of	experience	from	past	IS	projects.	The	next	section	 introduces	and	defines	experience	management	 in	 the	context	of	this	research.	
2.3 Experience	management	The	 research	 question	 for	 this	 thesis	 focuses	 on	 the	 project	managers’	perceptions	managing	 the	 acquisition,	 storage	 and	maintenance	 of	 experience	from	past	IS	projects.	Consequently,	before	we	can	investigate	how	experience	will	 impact	 project	 management,	 it	 is	 imperative	 to	 understand	 the	 term	“experience”.	The	Oxford	English	Dictionary	defines	experience	as:		
"Observation	of	facts;	condition	or	event	by	which	one	is	affected;	knowledge	
resulting	from	observation;	state	of	having	been	occupied	in	some	way".	An	 alternative	 definition	 from	 the	 Sage’s	 English	 Dictionary	 and	Thesaurus	defines	experience	as:		
“The	 accumulation	 of	 knowledge	 or	 skill	 that	 results	 from	 direct	
participation	in	events	or	activities.”	These	definitions	establish	a	clear	link	between	knowledge	or	skills	and	observation	or	participation	(or	exposure)	in	events	or	activities.	For	the	purpose	of	this	research,	we	focus	on	the	aspect	which	both	definitions	have	in	common:	the	 occupation	 or	 participation	 in	 projects.	 Experience	 gained	 in	 project	
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management	 relates	 to	 more	 than	 just	 observation	 and	 requires	 active	involvement	by	stakeholders	such	as	project	managers.	Experience	is	concerned	with	what	 is	 true	or	 false,	good	or	bad,	correct	or	 incorrect,	or	useful	(Lehner	2012),	 and	can	provide	a	basis	 for	 improving	the	 chances	of	 successful	 future	projects	 as	 experience	 increases.	 Most	 importantly,	 experience	 can	 be	 very	specialised	or	viewed	more	abstractly	as	general	knowledge	or	skills.	To	fully	appreciate	the	meaning	of	experience,	however,	it	is	necessary	to	understand	 the	 relationship	 between	 experience	 and	 knowledge,	 whereby	experience	 is	 a	 subset	 of	 knowledge.	 For	 this	 reason,	 section	 2.3.1	 contrasts	experience	management	and	 the	broader	area	of	knowledge	management	and	emphasise	this	thesis	is	concerned	only	with	the	experience	management	subset	of	knowledge	management.	Sections	2.3.2	and	2.3.3	then	explains	which	concepts	from	knowledge	management	applied	to	the	focus	of	this	thesis	on	managing	the	acquisition,	 storage	 and	 maintenance	 of	 IS	 project	 experience	 in	 particular.	Section	 2.3.4	 completes	 the	 section	 by	 exploring	 the	 aspects	 of	organisational	learning	which	are	relevant	to	experience	management.	
2.3.1	Experience	management	vs	knowledge	management	Philosophers	 have	 debated	 the	 nature	 of	 knowledge	 since	 Plato	 and	Aristotle,	 and	 these	philosophers	have	 linked	 the	notion	of	knowledge	 closely	with	 the	 concept	of	 truth.	 It	 is	beyond	 the	scope	of	 this	 thesis	 to	describe	 the	evolution	of	 the	different	meanings	and	 interpretation	of	 the	 term	knowledge	throughout	the	centuries.	Therefore,	section	2.3.3	will	focus	on	the	discussion	of	the	term	knowledge	from	the	domains	of	psychology,	commerce	and	information	technology,	 because	 these	 helps	 link	 human	 behaviour,	 management	 and	 the	application	of	(IS)	projects.	From	a	psychological	perspective,	knowledge	can	be	defined	 as	 the	 structures	 in	 the	 human	mind	 that	 are	 the	 result	 of	 a	dynamic	human	learning	process	that	forms	the	personal	perception	of	truth.	Klix	(1992)	describes	four	situations	that	generate	knowledge:	
• Due	to	stimulation	of	the	senses;	
• Based	on	experience,	also	referred	to	as	a	situational	action	learning;	
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• Communicated	by	language;	and	
• Derived	from	thought	(Klix	1992).	Knowledge	management	is	a	(Maier	2013):	
• Systematic	approach	to	managing	knowledge;	
• Tested	and	explicit	knowledge	have	a	strategic	key	role;	
• The	aim	is	to	improve	the	use	of	knowledge	at	the	individual,	team	and	organisation	or	inter-organisational	level;	and	
• To	 improve	 the	 quality,	 effectiveness	 and	 reduce	 the	 overhead	 and	production.	Knowledge	management	and	all	knowledge	related	activities	are	based	on	the	 building	 blocks	 of	 the	 organisation,	 human	 cognition	 and	 technology.	 All	these	building	blocks	should	be	embedded	into	an	organisational	culture	to	build	a	 solid	 foundation	 for	 knowledge	 management.	 If	 this	 is	 not	 the	 case,	 the	knowledge	management	structure	will	collapse	(Skyrme	and	Amidon	1997).	Experience	 management	 is	 classified	 as	 a	 specific	 form	 of	 knowledge	management	 and	 is	 limited	 to	 the	management	 of	 experience	 such	 as	 lessons	learned	(Hanisch	et	al.	2009).	This	view	is	more	focused	on	the	knowledge	that	is	acquired	as	part	of	a	problem-solving	situation.	Experiences	are	seen	as	a	subset	of	human	knowledge,	based	on	actual	experience	that	can	be	validated	(Wang	2005).	Initially,	such	experience	can	only	be	validated	in	the	context	in	which	it	was	acquired.	This	view	recognises	that	experience	is	mainly	influenced	by	the	context	in	which	it	was	attained,	such	as	IS	project	management	in	this	thesis.	The	context	refers	to	the	situation	and	condition	under	which	experience	has	taken	place,	and	it	must	be	evaluated	from	the	perspective	under	which	the	experience	is	acquired.	This	reliance	on	the	context,	based	on	specific	cases	of	experience,	is	emphasised	in	this	thesis	by	the	use	of	the	phrase	experience	management	instead	of	knowledge	management.	This	is	because	knowledge	management	 is	broader	and	includes	the	process	of	creating,	sharing,	using	and	managing	knowledge	of	the	 whole	 of	 an	 organisation.	 Experience,	 therefore,	 contributes	 knowledge.	Experience	 management	 can,	 therefore,	 be	 defined	 as	 a	 subset	 of	 knowledge	management,	 and	 refers	 to	managing	 the	 structured	acquisition,	presentation,	
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evaluation	 and	 dissemination,	 continuation	 and	 updating	 of	 experience	(Bergmann	2002).	The	aim	is	the	successful	and	efficient	processing	of	problems	or	 tasks	 for	 an	 organisation	with	 the	 use	 of	 suitable	methods	 or	 technologies	(Bergmann	2002).	The	 impact	of	experience	on	project	management,	and	 in	particular	 the	reuse	 of	 such	 experience,	 relates	 to	 the	 management	 of	 experience	 or	 more	specifically	experience	management	(Bergmann	2002;	Bergmann	et	al.	2004).	Experience	 management	 is	 a	 relatively	 new	 field	 of	 research.	 For	 the	purpose	of	 this	 research,	we	 adopt	 a	 similar	 view	of	 experience	 as	Bergmann	(2004)	and	define	experience	as	a	specific	kind	of	knowledge,	gained	by	an	actor	or	a	group	of	actors	in	the	context	of	a	specific	problem.	Actors	are	individuals	with	active	involvement	in	an	event	or	activity,	and	experience	is	derived	from	the	accumulation	of	knowledge	or	skills	by	one	or	multiple	actors.	An	example	in	the	 context	 of	 project	 management	 would	 be	 the	 accumulated	 knowledge	through	the	participation	in	projects	within	a	specific	domain	(e.g.	Information	Systems	outsourcing	projects)	to	define	specific	work	packages	for	a	particular	instance	of	such	a	project.	Per	Bergmann	(2002),	experience	must	be	based	on	specific	knowledge	and	must	be	transferable.	Nonaka	and	Takeuchi	(1995)	refer	to	 the	 knowledge	 gained	 by	 observation	 or	 participation	 in	 some	 events	 as	experience	 knowledge,	 and	 consider	 it	 to	 be	 "implicit	 and	 subjective".	 For	 this	research,	 it	would	be	beneficial	 if	such	experience	could	be	made	explicit	so	 it	could	be	acquired	effectively	and	possibly	stored.	Experience	 knowledge	 is	 different	 to	 general	 knowledge.	 General	knowledge	is	domain-unspecific	and	holds	true	when	applied	to	various	domains.	Experience	knowledge,	by	contrast,	is	domain	(if	not	task)	specific	because	it	is	derived	 from	 the	 individual’s	 direct	 interaction	with	 some	phenomena.	 There	might	 be	 instances	 where	 general	 knowledge	 is	 refuted	 by	 experience	knowledge.	For	the	purpose	of	this	research,	this	philosophical	debate	will	not	be	examined	 further,	 as	 our	 research	 is	 focused	 on	 experience	 management	specifically	rather	than	the	broader	area	of	knowledge	management.			 	
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2.3.2	The	experience	management	process	model	by	Bergmann	The	 previous	 section	 defined	 experience	 management	 as	 a	 subset	 of	knowledge	management	which	is	concerned	with	the	management	of	experience	knowledge	 and	 involves	 the	 collection,	 structure,	 storage,	 re-use	 and	maintenance	 of	 experience	 (Bergmann	 2002).	 There	 are	 very	 few	 models	conceptualising	experience	management	e.g.	 (Schmitt	2017;	Foote	and	Halawi	2016;	Minor	2007;	Kaner	and	Karni	2003;	Althoff	et	al.	2001),	with	Bergmann’s	(2002)	 model	 being	 the	 most	 cited	 and	 comprehensive.	 Bergmann	 (2002)	developed	the	experience	management	process	model	shown	in	Figure	1	below,	which	helped	position	and	conceptualise	the	work	in	this	thesis	within	the	field	of	experience	management.	The	model	represents	a	kernel	with	two	outer	shells.	The	kernel	defines	knowledge	for	reuse	and	provides	experience	knowlege	and	the	 special	 vocabulary	 used	 by	 the	 two	 outer	 shells.	 This	 kernel	 defines	what	
“experience”	 means	 for	 the	 purpose	 of	 experience	 management	 in	 a	 specific	context.	The	 next	 shell	 represents	 the	 problem-solving	 cycle	 where	 experience	supports	 problem-solving.	 In	 an	 ideal	 context,	 technology	 can	 assist	with	 this	problem-solving	cycle.	This	inner	shell	represents	the	accessing	of	the	experience	knowledge	 for	 a	 particular	 purpose.	 That	 is,	 for	one	 or	more	 problem-solving	cycles.	So,	the	inner	shell	draws	from	the	outer	shell,	plus	the	experience	during	a	problem-solving	event	and	will	contribute	to	the	outer	shell	repository.	The	 outer	 shell	 (highlighted	 in	grey	 in	 Figure	 1),	 the	 development	 and	maintenance	 cycle,	 represents	 the	 processes	 for	 the	 development	 and	maintenance	methodology	associated	with	experience	management.	According	to	Bergman	 (2002),	 all	 inner	parts	 (kernel	 and	 inner	 shell)	 are	 subject	 to	 this	methodology.	This	outer	shell	represents	(conceptually)	the	acquisition,	storage	and	 maintenance	 of	 experience,	 as	 well	 as	 the	 technical	 and	organisational/managerial	 aspects	 of	 experience	 management.	 Technical	processes	and	Organisational	processes	are	needed	to	develop	and	manage	this	experience	knowledge.	This	outer	shell	records/models	experience	knowledge	and	constitutes	a	repository	of	experience	knowledge.	
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Figure	1:	Experience	Management	process	model	(based	on	Bergmann	2002)	The	challenge	with	the	outer	shell	of	Bergmann’s	model	(shaded	in	grey),	which	 is	 the	 focus	 of	 the	 thesis,	 is	 that	 it	 can	 usually	 not	 be	 automated,	 as	explained	below.	
“The	maintenance	cycle	must	only	be	executed	if[,]	due	to	the	highly	dynamic	
nature	of	the	domain[,]	changes	have	occurred	which	lead	to	inefficiencies	
of	the	problem-solving	cycle.”	(Bergmann	2002)	This	 outer	 shell	 is	 particularly	 relevant	 to	 the	 project	 manager,	 as	 it	directly	highlights	the	challenges	surrounding	managing	the	acquisition,	storage	and	 maintenance	 of	 experience.	 More	 specifically,	 in	 the	 context	 of	 project	management,	 we	 are	 almost	 exclusively	 dealing	 with	 highly	 dynamic	environments	where	the	successful	management	of	projects	does	not	solely	rely	
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on	 the	 execution	 of	 a	 specific	 project	 management	 methodology,	 but	 on	 the	successful	management	of	past	projects.	For	 this	 reason,	 experience	 management	 in	 projects	 presents	 a	particularly	interesting	area	and	emerges	as	a	relevant	research	topic	(Kerzner	2017).	 To	 research	ways	 to	 effectively	 execute	 the	 outer	 shell	 of	 Bergmann’s	model	 in	 the	project	management	context	will	provide	 important	 insights	 into	managing	the	acquisition,	storage	and	maintenance	of	project	experience.	The	next	section	explores	in	more	detail	the	concerns	with	the	outer	shell	by	 examining	 concepts	 from	 the	 knowledge	 management	 field	 relating	 to	acquiring,	storing	and	maintaining	experience	knowledge.	
2.3.3	Acquiring,	storing	and	maintaining	experience	knowledge	A	 large	 proportion	 of	 experience	 knowledge	 within	 an	 organisation	relates	to	the	collective	experience	of	all	employees.	The	volume	and	quality	of	experience	knowledge	are	largely	dependent	on	the	ability	of	employees	to	create	a	meaningful	experience	in	the	organisational	context	(Bergmann	2002).	The	aim	of	experience	management	is	to	create	a	framework	for	managing	the	experience	knowledge	 of	 employees	 to	 make	 this	 experience	 available	 to	 other	organisational	members	(Bergmann	2002).	Problem-solving	abilities	of	human	beings	 rely	 on	 extensive	 experience.	 Frequently,	 individual	 members	 of	 an	organisation	are	unable	to	collect	experience	in	a	specific	problem	domain	due,	for	instance,	to	the	lack	of	skills	or	because	of	the	circumstances.	Providing	access	to	 experience	 for	 other	 members	 within	 an	 organisation	 through	 initial	acquisition	and	storage	of	experience	allows	for	the	prevention	of	a	repeat	of	past	mistakes,	and	facilitates	the	reuse	of	successful	solutions	to	commonly	occurring	problems	 (Levitt	 and	 March	 1988).	 It	 is	 neither	 necessary	 nor	 efficient	 to	redevelop	 every	 problem	 solution	 from	 scratch,	 and	 consequently,	 the	application	 of	 experience	 will	 save	 costs.	 It	 is	 not	 required	 to	 reinvent	 the	proverbial	 wheel.	 The	 adaptation	 of	 well-known	 solutions	 to	 reoccurring	problems	could	speed	up	projects.		 	
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Experience	is	frequently	only	available	in	the	minds	of	specialists	and	that	presents	a	problem	for	the	realisation	of	benefits	from	experience	management.	It	 is	 therefore	 desirable	 to	 verbalise	 or	 transform	 it	 in	 a	way	 that	makes	 this	experience	 knowledge	 independent	 of	 the	 person	 involved	 (Disterer	 2002).	Information	 technology	 could	 greatly	 assist	 with	 the	 reuse	 of	 experience	knowledge.	For	this	experience	knowledge	must	be	explicit,	recorded,	captured	into	 repositories	 (the	 focus	of	 this	 study)	 so	 that	 it	 can	 be	 later	 accessed	 and	evaluated	for	the	opportunity	of	reuse	by	people	other	than	those	who	acquired	it	in	the	first	place.	(Caldwell	and	Canuto-Carranco	1999).	As	a	result,	there	is	now	a	whole	information	technology	related	research	field	devoted	 to	experience	management	 (Bergmann	2002).	Much	of	 the	work	done	 in	this	context	relates	 to	areas	such	as	Artificial	 Intelligence,	 information	retrieval,	 document	 management,	 text	 processing,	 databases,	 query-based	systems,	and	more.	Technology	implementation	is,	however,	beyond	the	scope	of	this	 research	 because	 my	 study	 focused	 on	 Management	 issues	 around	acquiring,	 storing	 and	 maintaining	 experience,	 rather	 than	 technical	implementations.	Further,	the	outer	shell	of	Bergmann’s	model	is	not	focused	on	technology,	 but	 rather	 on	 identifying	 and	 managing	 the	 relevant	 technical,	motivational	 and	 management	 processes	 involved	 in	 acquiring,	 storing	 and	maintaining	experience	knowledge.	Knowledge	management	 concepts	 relating	 to	managing	 the	acquisition,	storage	 and	 maintenance	 of	 experience	 knowledge	 include	 the	 distinction	between	data,	information	and	knowledge,	and	tacit	versus	explicit	knowledge.	These	 are	 outlined	 next	 in	 relation	 to	 experience	 management.	 Because	 this	research	 is	 focused	 on	managing	 the	 acquisition,	 storage	 and	maintenance	 of	project	 experience,	 any	 reference	 made	 to	 knowledge	 management	 is	 to	 be	interpreted	in	the	context	of	experience	management.	Experience	knowledge	and	the	 management	 of	 experience	 constitute	 a	 specific	 subset	 of	 knowledge	management,	as	explained	in	section	2.3.1.	The	use	of	the	term	experience	in	this	thesis	is	broad	and	includes	experience	knowledge.		 	
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The	 literature	 on	 knowledge	management	 distinguishes	 between	 data,	information	 and	 knowledge	 (Jacques	 2017;	 Probst	 et	 al.	 2013;	 North	 2010;	Rehäuser	and	Krcmar	1996;	Willke	2001)		
	
Figure	2:	Knowledge	pyramid	These	 terms	 from	Figure	 2	 are	 interpreted	 as	 a	 continuum.	 Data	 is	 by	definition	 a	 coded	 observation,	 usually	 available	 in	 abundance.	 Data	 is	 a	meaningful	string	of	symbols	where	the	symbols	by	themselves	do	not	carry	any	meaning.	These	strings	must	be	encoded	to	become	meaningful.	Data	is	the	raw	material	for	information.	Data	can	become	information	by	providing	structure.	This	process	requires	the	interpretation	of	an	individual	by	which	data	receives	the	context	that	adds	value.	To	advance	information	to	knowledge,	information	must	 have	 an	 application	 or	 context.	 Knowledge,	 therefore,	 is	 embedded	information	specific	 to	an	experience	context,	which	in	 this	 thesis	relates	 to	 IS	project	management.	Without	 a	memory	 that	 retains	 experience	 and	 keeps	 it	available,	it	is	impossible	to	have	knowledge	(McDermott	1999).	This	emphasises	that	experience	management	needs	to	involve	managing	the	acquisition,	storage	and	maintenance	to	retain	experience	knowledge.	Human	experience	develops	in	the	minds	of	individual	people.	The	carrier	of	 experience	 can	 use	 their	 mental	 representation	 of	 thoughts	 and	 actions.	Loosely	translated,	Polanyi	(1985)	states	that	we	know	more	than	we	know	to	communicate.	This	appears	to	be	true	for	all	types	of	knowledge,	starting	with	
Wisdom
Knowledge
Information
Digital Data
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practical	abilities	such	as	playing	the	piano	or	working	in	a	trade,	all	the	way	to	scientific	research.	Following	this	understanding,	the	experience,	for	example,	of	tuning	a	piano	without	 the	need	 for	any	 instruments,	 just	by	 listening	 to	 it,	 is	classified	as	tacit	knowledge	(Polanyi	1985).	According	to	Polanyi	(1985),	tacit	knowledge	 is	 acquired	 by	 acting	 in	 a	 specific	 context	 and	 internalising	 the	individual	 characteristics	 of	 the	 experience.	 It	 is	 interesting	 that	 detailed	characteristics	themselves	lose	their	significance.	For	example,	it	is	possible	to	identify	 a	 landmark	 by	 the	 general	 shape	 without	 necessarily	 being	 able	 to	describe	all	elements	of	the	landmark	in	detail.	This	 is	 one	 of	 the	 reasons	 why	 tacit	 knowledge	 (in	 projects)	 is	 very	difficult	 to	 communicate,	 and	 for	 this	 reason,	 it	 is	 difficult	 to	 share	 and	 often	remains	 hidden	 to	 others	 (Kucharska	 and	 Kucharska	 2016).	 By	 making	experience	explicit,	the	experience	can	be	shared	and	used	by	other	individuals.	Tacit	 knowledge	 can	 become	 explicit	 knowledge	 through	 direct	 oral	communication	using	different	types	of	representation	such	as	text,	graphics	or	formulas	 (Herschel	 et	 al.	 2001).	 Developing	 documents	 can	 help	 describe,	represent,	capture	and	classify	one's	own	experience	and	assist	dissemination.	In	the	context	of	making	experiences	of	members	of	an	organisation	explicit,	there	are	significant	barriers,	as	much	of	the	experience	remains	tacit.	
	
Figure	3:	Spiral	Model	(Nonaka	and	Takeuchi	1995)	
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Nonaka	 and	 Takeuchi	 (1995)	 built	 on	 this	 view	 of	 tacit	 and	 explicit	knowledge	 when	 they	 created	 the	 seminal	 spiral	 model	 (Figure	 3)	 of	organisational	knowledge	generation.		The	 assumption	 is	 that	 human	 knowledge	 is	 generated	 and	 shared	 by	social	interaction.	Hansen	(2005)	suggests	there	are	generally	two	approaches,	codification	or	personalisation.	Codification	relies	on	organisations	knowledge	stored	primarily	in	repositories	such	as	databases	while	personalisation	assumes	knowledge	is	generated	by	a	person	and	tied	to	the	person.	Knowledge	is	share	through	 person-to-person	 interaction	 (Hansen	 and	 Nørbjerg	 2005).	 In	 their	model	Nonaka	and	Takeuchi	(1995)	depicted	knowledge	generation	as	a	spirally	shaped	 process	 that	 starts	 at	 the	 individual	 level	 and	 continues	 to	 the	 group,	organisation	 and	 inter-organisational	 levels.	 The	 authors	 state	 that	 tacit	knowledge	can	be	articulated,	and	as	a	result,	tacit	knowledge	is	shared	between	people,	groups	and	organisations.	The	process	of	making	tacit	knowledge	explicit	is	 described	 as	 an	 externalisation	 by	 the	 authors,	 and	 they	 see	 the	process	of	externalisation	 as	 the	 key	 to	 generate	 knowledge.	 According	 to	 Nonaka	 and	Takeuchi	 (1995),	 tacit	 knowledge	 can	 be	 made	 explicit	 by	 using	 metaphors,	analogies,	 concepts,	 hypotheses	 and	 models.	 One	 of	 the	 most	 controversial	characteristics	 of	 tacit	 knowledge	 is	 the	 inability	 to	 communicate	 the	 same	effectively.	The	question	is	what	and	how	much	of	tacit	knowledge	can	be	made	explicit.	The	ability	to	be	communicated	is	one	of	the	key	prerequisites	for	the	successful	and	efficient	acquisition	of	experience	(Zhao	and	Zuo	2011).		Experience	 gained	 during	 a	 specific	 problem-solving	 situation	 will	frequently	be	 tacit	 and,	 in	 the	 context	of	 this	 research,	 it	 is	 thus	 important	 to	appreciate	the	complexity	of	managing	the	environment	needed	to	acquire,	store	and	maintain	tacit	(IS	project)	experience.	The	ability	to	effectively	communicate	such	 tacit	 (IS	 project)	 experience	 constitutes	 one	 of	 the	 challenges	 for	 this	research.	To	 better	 understand	 how	 communication	 about	 tacit	 IS	 project	experience	can	occur	 in	projects,	and	how	project	stakeholders	learn,	 the	next	section	 will	 explore	 approaches	 for	 facilitating	 organisational	 learning.	 The	
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relevance	of	organisational	learning	to	experience	management	is	emphasised	by	the	learning	oriented	definition	of	experience	management	by	Bergmann	(2002):	the	 organisational	 and	 technical	 assistance	 of	 learning	 based	 on	 experience	(Bergmann	 2002).	 The	 next	 section	 examines	 how	 organisational	 learning	concepts	 could	 help	 make	 sense	 of	 managing	 the	 acquisition,	 storage	 and	maintenance	of	project	experience	during	IS	projects.	
2.3.4	Organisational	learning	The	project	environment	plays	a	central	role	in	the	success	of	a	project,	and	 therefore	 it	 is	 important	 to	 understand	 how	 organisations	 learn.	Organisational	 learning	 can	 help	 make	 sense	 of	 the	 development	 and	maintenance	 methodology	 associated	 with	 experience	 management	 that	constitutes	the	outer	shell	of	Bergmann’s	model,	which	is	where	managing	the	acquisition,	 storage	 and	 maintenance	 of	 project	 experience	 is	 situated.	Experience	 management	 is	 often	 referred	 to	 in	 the	 context	 of	 the	 theoretical	concept	of	the	learning	organisation	and	the	process	of	organisational	learning.	Against	this	backdrop,	learning	from	experience	in	an	organisation	is	defined	as	a	 specific	 instance	 of	 organisational	 learning	 (Kluge	 and	 Schilling	 2000).	Knowledge	 and	 experience	 tend	 to	 age	 quickly	 due	 to	mounting	 pressure	 on	innovation	and	increasingly	dynamic	markets.	Thus,	organisations	must	be	able	to	 react	 dynamically	 to	 changes	 in	 the	 environment	 and	must	 be	 prepared	 to	embrace	continuous	learning	and	change.	The	aim	of	the	concept	of	the	learning	organisation	 is	 an	 increased	 preparedness	 to	 act	 and	 react	 to	 (or	 cope	with)	increasing	 complexity	 and	 dynamism	 to	 ensure	 the	 long-term	 viability	 of	 the	organisation.	 This	 is	 also	 true	 in	 the	 context	 of	 projects,	 where	 project	stakeholders	must	react	to	complex	and	dynamic	situations	during	a	project.	Cyert	and	March	(1963)	identify	organisational	learning	as	the	significant	foundation	 for	 the	 decision-making	 process	 in	 an	 organisation	 and	 define	organisational	 learning	 as	 the	 prerequisite	 for	 organisational	 survival	 in	 a	changing	 environment	 (Cyert	 and	 March	 1992).	 Organisational	 learning	 was	initially	 seen	 as	 the	 adjustment	 of	 goals,	 as	 well	 as	 the	 standard	 operating	procedures	in	the	sense	of	a	formalisation	of	the	individual	learning	experience	
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to	perpetuate	the	benefits	of	learning	(March	and	Olsen	1975).	In	this	context,	organisational	 learning	 will	 initiate	 a	 change	 to	 routines,	 instructions,	 plans,	standard	 processes,	 forms,	 rules,	 structures	 and	 programs.	 The	 goal	 of	 the	systematic	management	of	 individual	 experience	 is	 to	make	all	 experiences	of	individuals	 in	 an	 organisation	 transparent	 and	 ubiquitous,	with	 the	 benefit	 of	making	experience	independent	of	individuals.	Organisational	learning	success	can	be	measured	by	identifying	if	an	organisational	unit	identifies	more	decision-making	alternatives	than	they	could	previously	(Huber	1991).	To	be	a	successful	member	of	an	organisational	unit,	one	should	be	able	to	base	decisions	on	their	own	experience	and	the	experience	of	others.	The	goal	 is	 to	create	a	coherent	experience	 context	 and	 to	 keep	 the	 experience	 context	 alive.	 Organisational	learning	is	thus	consistent	with	the	goal	of	managing	the	acquisition,	storage	and	maintenance	 of	 IS	 project	 experience.	 This	 is	 because	 it	 involves	 IS	 project	stakeholders	making	individual	experiences	available	to	others,	and	generating	more	decision-making	alternatives	that	can	lead	to	better	project	outcomes.	In	summary,	organisational	learning	can	be	seen	as	the	process	to	increase	the	 quality	 and	 change	 of	 the	 organisational	 values	 and	 knowledge,	 the	improvements	to	problem-solving	and	decision-making	as	well	as	the	adaptation	of	the	reference	framework	for	all	members	of	the	organisation	(Levitt	and	March	1988).	 Organisational	 learning	 was	 therefore	 applicable	 to	 this	 thesis	 on	managing	 the	 acquisition,	 storage	 and	 maintenance	 of	 project	 experience	because	(IS)	projects	are	similar	to	organisations.	That	is,	a	project	is	viewed	as	a	temporary	organisation,	 and	 therefore	 it	 is	 relevant	 to	 see	 if	 the	 principles	 of	organisational	 learning	 have	 been	 applied	 or	 can	 be	 applied	 in	 the	 project	management	context.	According	to	Fiol	and	Lyles	(1985),	organisational	learning	only	occurs	if	the	effectiveness	of	the	organisation	has	increased,	however,	this	is	questionable	for	two	reasons.	First,	while	learning	can	result	in	an	increase	of	decision-making	alternatives,	 it	 does	 not	 necessarily	 constitute	 organisational	 success	 because	learning	can	 lead	to	 ineffective	adaptation	(Fiol	and	Lyles	1985)	or	potentially	lead	 to	 a	 reduction	 of	 better	 alternatives.	 Second,	 according	 to	Unger	 (2002),	there	is	no	unified	concept	of	organisational	learning.	Organisational	learning	is	
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not	a	defined	process	but	an	argument	based	on	the	idea	of	continuous	learning	and	change	(Elkjaer	2018).	The	 following	 sections	 are	 designed	 to	 discuss	 some	 of	 the	 central	concepts	of	the	learning	organisation	and	how	they	could	be	applied	to	the	(IS)	project	context.	As	we	have	established	earlier,	projects	can	be	seen	as	temporary	organisations	and	therefore	the	concept	of	organisational	learning	can	be	applied	to	project	management.	To	fully	appreciate	the	complexity	surrounding	benefits	of,	 and	 management	 environment	 needed	 to,	 acquire,	 store	 and	 maintain	experience	from	an	IS	project,	it	is	pertinent	to	understand	how	learning	occurs	during	 projects	 (c.f.	 a	 temporary	 organisation),	 and	 why	 project	 (c.f.)	organisational	 experience	 constitutes	 a	 challenge,	 especially	 with	 regards	 to	storage.	
2.3.4.1	How	does	learning	occur?	There	are	different	types	of	learning.	Argyris	developed	the	often-quoted	classification	of	single	loop	learning	and	double	loop	learning	(Argyris	1976),	as	well	 as	 a	 meta	 level	 of	 learning	 and	 deutero-learning	 (Argyris	 1999).	 Many	authors	 have	 adopted	 this	 classification,	 but	 sometimes	 with	 different	terminology.	For	example,	Fiol	and	Lyles	(1985)	talk	about	lower-level	learning	and	high-level	learning	which	are	respectively	equivalent	to	single	loop	learning	and	double	loop	learning.	The	model	 for	 single	 loop	 learning	 includes	 three	 elements:	 governing	variables	(dimensions	people	are	trying	to	keep),	action	strategies	(plans	to	keep	governing	variables	within	an	acceptable	range)	and	consequences	(the	result	of	an	action)	as	well	as	a	feedback	loop.	The	aim	of	learning	is	to	retain	the	governing	variables	in	a	changing	environment.	This	is	attained	by	continuous	assimilation	to	the	environment	to	align	with	the	governing	variables.	The	governing	variables	are	never	questioned	because	they	are	reinforced	by	organisational	norms	and	values	 (Argyris	 1999).	 In	 the	 context	 of	 projects,	 governing	 variables	 could	include:	ensure	the	project	runs	successfully,	maximise	on-time	delivery	within	budget	and	to	the	desired	quality,	maintain	a	positive	outlook	and	be	rational.	Action	strategies	could	be:	advocating	the	key	position	to	be	in	control	of	time,	
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budget	 and	 quality.	 Consequences	 in	 the	 project	 context	 could	 be	miscommunication,	 time	 or	 cost	 overruns,	 self-fulfilling	 prophecies	 or	 quality	issues.	Organisational	learning	in	this	context	only	occurs	through	conversations	about	changes	to	the	consequences	and	the	respective	action	strategies	to	realign	the	organisation	with	the	governing	variables.	This	process	is	called	instrumental	learning	and	is	reliant	on	the	adaptation	of	behaviour	or	strategy	to	retain	the	range	of	existing	organisational	norms	and	values	(Argyris	1999),	or	norms	and	values	among	project	stakeholders	in	the	context	of	a	project.	Double	loop	learning	integrates	single	loop	learning	by	adding	a	second	feedback	 loop.	 In	 double-loop	 learning,	 norms	 and	 values	 are	 questioned	 and	modified	 if	 they	 are	 deemed	 no	 longer	 appropriate,	 or	 if	 they	 conflict	 with	changes	to	the	environment.	In	the	context	of	the	double	loop	learning	process,	governing	variables	are	modified.	This	emphasises	the	high	levels	of	complexity	of	double	loop	learning.	If	the	feedback	loop	is	positive	(i.e.	reflection	results	in	a	generally	accepted,	significant	restructuring	of	existing	norms	and	values),	then	learning	has	occurred	(Argyris	1999).	This	learning	process	can	result	in	conflict	because	 it	 assumes	 that	 the	 organisation	 is	 able	 and	 committed	 to	 critically	evaluate	norms	and	values	if	a	change	in	the	environment	occurs,	which	may	not	be	the	case	(Levitt	and	March	1988).	Double	loop	learning	can	apply	to	a	project	management	context.	For	example,	through	the	earned	value	method	a	project	may	be	identified	as	over	budget,	but	by	considering	the	client	focus	on	quality	the	governing	variable	with	a	budget,	focus	might	need	to	be	varied	to	emphasise	quality.	This	thesis	is	therefore	concerned	with	facilitating	double	loop	learning,	which	would	underpin	managing	the	acquisition,	storage	and	maintenance	of	IS	project	experience.	Deutero-learning	is	characterised	as	“learning	of	learning”	because	it	aims	to	 increase	 the	 learning	 ability	 of	 the	 organisation	 itself.	 Learning	 processes	become	the	subject	matter	of	learning.	As	a	reflection	of	learning	about	success	and	failure,	learning	processes	and	contexts	occur	at	the	meta	level,	and	lead	to	organisational	 metacognition	 (knowing	 what	 an	 organisation	 knows)	(Magalhães	 2014).	 In	 the	 project	 management	 context,	 this	 means	 project	stakeholders	 are	 committed	 to	 continual	 improvement	 and	 have	 processes	 in	
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place	 to	 facilitate	 learning	 and	 reflect	 on	 failure	 to	 learn.	 The	 purpose	 of	 this	learning	process	is	to	ensure	that	an	organisation	(or	project	team)	is	willing	to	learn	continually	(Argyris	1999).		
2.3.4.2	The	challenge	of	organisational	experience	learning	Individuals	learning	is	essential	for	a	learning	organisation.	Managing	the	acquisition,	storage	and	maintenance	of	critical	experience	relating	to	a	specific	context,	such	as	(IS)	project	management,	provides	the	ability	to	identify	patterns	and	to	solve	problems	more	efficiently	without	repeating	past	mistakes	and	by	using	successful	solutions	(Argote	and	Kane	2003).	In	an	organisational	context,	learning	from	experience	presents	a	challenge	because	experience	is	not	explicit	and	will	not	always	present	itself	in	a	way	to	draw	the	right	conclusions	(Argote	and	 Kane	 2003),	 as	 noted	 in	 section	 2.3.3.	 Often	 there	might	 only	 be	 a	 small	number	of	observations	in	which	to	facilitate	organisation	learning	(March	et	al.	1991;	 March	 et	 al.	 2003),	 which	 would	 limit	 the	 effectiveness.	 Experience	learning	in	an	organisation	is	a	challenge	because	feedback	on	the	learning	is	not	always	immediate	and	does	not	necessarily	correlate	with	specific	action	at	the	time	the	learning	takes	place.	Also,	different	groups	of	individuals	can	experience	the	same	event	 in	a	variety	of	ways,	with	disparate	results	 for	each	 individual	involved,	 and	 sometimes	 contradictory	 views	 are	 derived	 from	 the	 same	experience	(Argote	and	Kane	2003).	The	same	is	true	of	learning	in	the	context	of	projects.	These	learning	challenges	can	result	in	project	managers	with	different	experiences	 during	 similar	 projects,	 and	 stakeholders	 experience	 a	 project	 in	different	ways.	It	is	one	of	the	primary	functions	of	management	in	organisations	is	to	deal	with	complex	problems.	Many	management	duties	are	complex,	and	the	ability	of	managers	to	direct	complex	systems	such	as	an	organisation	requires	cognitive	problem-solving	 capabilities.	 Several	 linked	 and	 interrelated	 events	 must	 be	taken	into	account.	It	is	not	possible	to	simply	focus	on	a	single	event	because	other	 influencing	 factors	 that	might	 only	 occur	 later	must	 be	 included	 in	 the	decision-making	 process	 since	 management	 duties	 are	 usually	 multi-focused	(Mumford	et	al.	2000).	
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This	is	true	also	in	the	case	of	projects.	For	example,	project	management	focuses	 on	 cost,	 quality	 and	 time,	 with	 all	 three	 factors	 equally	 important.	Situations	 such	 as	 project	 environments	 are	 rarely	 transparent,	 and	 it	 is	 not	always	clear	how	a	specific	situation	occurred	and	what	the	outcome	of	it	will	be.	To	deal	with	situations	and	to	determine	an	appropriate	action,	managers	such	as	project	leaders	are	reliant	on	the	creation	of	mental	models	to	represent	the	situation.	Because	an	interpretation	of	a	situation	is	not	objective,	these	models	are	developed	based	on	the	individual’s	views	and	therefore	are	not	generalizable	and	 subjective	 (Hedberg	 1979).	 In	 addition,	 management	 situations	 such	 as	projects	are	dynamic	and	can	change	without	any	direct	action	by	the	manager	(Mumford	et	al.	2000).		
2.3.4.3	Organisational	memory	or	where	does	learning	occur?	Making	organisational	and	individuals’	knowledge	available	to	the	whole	organisation	 requires	 a	 specific	 repository	 that	 stores	 knowledge,	 fosters	development	 and	 enables	 dissemination	 to	 members	 of	 the	 organisation	 on	demand.	 Organisational	 learning	 processes	 require	 knowledge	 repositories	which	act	like	a	human	mind;	the	only	known	biological	system	capable	of	storing	complex	memories	and	facilitating	purposeful	learning	(Argyris	1999).	This	is	the	reason	why	the	literature	also	refers	to	organisational	memory	as	the	centrepiece	of	the	learning	organisation.	In	the	context	of	this	thesis,	organisational	memory	is,	 therefore,	 one	 of	 the	 key	 concepts	 underpinning	managing	 the	 acquisition,	storage	 and	 maintenance	 of	 project	 experience,	 which	 can	 be	 referred	 to	 as	
project	memory.	 In	other	words,	 the	goal	of	managing	project	 experience	 is	 to	ensure	this	experience	first	acquired	and	then	stored	within	project	memory	so	that	 it	 can	 be	 accessed	 by	 stakeholders	 such	 as	 project	 managers	 when	 this	experience	knowledge	is	required.	The	focus	of	this	research	is	on	the	benefits	of	and	the	management	environment	for	the	acquisition	and	storage	only.	Access	and	dissemination	are	the	next	step	and	outside	the	scope	of	this	inquiry.	The	 interpretation	 of	 this	 term	 organisational	memory	 can	 range	 from	simply	 a	 metaphoric	 view	 (i.e.	 the	 organisation	 does	 not	 literally	 remember)	(Argyris	1999),	to	a	comparative	organisational	structure	replicating	biological	functions	 (Walsh	 and	 Ungson	 1991),	 to	 the	 assumption	 that	 an	 organisation	
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possesses	 the	 ability	 to	 think	 (Walsh	 and	 Ungson	 1991).	 The	 same	interpretations	 could	 be	 applied	 to	project	memory.	What	 type	 of	 structure	 is	required	to	support	such	a	memory?	Walsh	and	Ungson	(1991)	proposed	such	structure	as	a	repository	for	decision	knowledge	and	called	it	‘storage	bins’.	The	storage	 bins	 represent	 containers	 for	 the	 organisational	 (or	 project)	memory	inside	 the	 organisation	 (or	 project)	 and	 a	 source	 of	 information	 outside	 the	organisation	(between	projects).	The	five	types	of	storage	bins	are	summarised	next.	 Each	of	the	five	storage	bins	varies	in	capacity	with	regards	to	the	storage	of	(experience)	knowledge.	“We	should	note	that	only	individuals	by	themselves	or	as	a	part	of	a	social	collective	have	the	ability	to	retain	[knowledge]	about	the	events	 that	 triggered	 a	 decision	 response,	 as	 well	 as	 [knowledge]	 about	 the	organisation’s	response”	(Walsh	and	Ungson	1991,	p	67).	It	is	the	memory	of	the	individual	or	the	social	collective	that	retains	experience	for	the	organisation	or,	in	the	context	of	this	thesis,	the	project.		 	
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Table	2:	Storage	bins	and	project	management	examples	
Storage bins General description Project Management example 
Individuals 
 
Individuals store information based on direct experience 
and observation and create records and files as a memory 
aid. 
Project workers contribute specific, often specialised parts to a 
project outcome. Project team members are focused on their 
contribution and rarely focus on the experience associated with 
their contribution. If project team members keep records, these 
records will mostly be individual records.  
The focus of this thesis is on those individuals that are project 
managers. The key interest is thus to understand how project 
managers acquire, store and maintain their experience 
knowledge, but also more importantly how project managers can 
facilitate managing the acquisition, storage and maintenance of 
experience those individuals are contributing to a project. 
(Organisational) culture Organisational culture includes past experiences. The learned, 
transmitted and cultural information is stored in a specific 
language, frameworks, myths and stories. As this information, 
such as organisational norms, values, language, etc. is 
repeatedly conveyed to individuals in the organisation, it is 
likely that some details such as context are lost in time, and 
people in an organisation don’t know why certain practices 
exist. 
In the project management context, an example of the way project 
culture can influence behaviour could be a situation where a 
project team member over time gets promoted to a project 
manager and, as a project manager, continues with the same 
principles their previous project manager taught them.  
Behaviour is influenced by the "this is the way it is done in this 
organisation" mentality. 
Transformations Transformations describe processes, such as how an input 
creates an output based on, for instance, the use of specific 
resources and application of processes. 
Full project management transformation can be one of the key 
challenges because the unique nature of projects often prevents 
descriptive processes and the use of resources can vary greatly 
from one project to the next.  
The further risk is that the reliance on transformation and project 
management could negatively impact project outcomes because 
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Storage bins General description Project Management example 
a previous process might not be applicable or at least not be 
optimal in a different project context. 
(Organisational) structures Organisation structure reflects and stores information on the 
internal as well as the external environment of the 
organisation. Organisational structure has a direct impact on 
the behaviour of individuals, and as a result, organisational 
information can also be stored in the context of individual roles. 
Project management and project structures are rarely fixed and 
are usually determined by the specific requirements of each 
project. The project structure, just like an organisational structure, 
has a direct impact on the behaviour of individuals. Project 
structures are temporary, more so than organisational structures, 
and so it can be risky to store information in the context of 
individual roles. 
Ecology The quality or physical structure of the organisation can entail 
much information about the organisation. For example, the 
alignment and presentation of working spaces provide insights 
into the status hierarchy of an organisation. 
The quality of the physical structure of the project can entail 
information about the project environment. The temporary nature 
of projects, however, means that project teams often have 
temporary physical structures. Further, the location of project 
teams is frequently chosen for convenience of proximity rather 
than for its alignment with the hierarchy of the project team. 			 	
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The	 model	 of	 storage	 bins	 presents	 storage	 opportunities	 for	organisations	 to	 identify	 decision	 knowledge.	 The	 storage	 bin	 concept	 is	 not	limited	to	members	of	the	organisation.	The	concept	looks	at	the	structure	of	the	organisational	memory	and	classifies	knowledge	according	to	the	storage	bins.	A	potential	disadvantage	of	the	storage	bin	model	is	the	lack	of	empirical	testing	because	the	different	containers	are	not	independent	of	each	other	(but	exist	in	a	close	 complex	 relationship)	 and	 are	 therefore	 difficult	 concepts	 to	 analyse	 in	isolation.	 Some	 authors	 emphasise	 the	 role	 of	 Information	 Systems	 for	organisational	learning	(Croasdell	2001).	Due	to	the	innovation	and	availability	of	 modern	 information	 technology,	 such	 approaches	 constitute	 a	 significant	concept	of	the	organisational	memory.	In	the	context	of	project	management,	the	potential	 to	 develop	 a	 computer-based	 project	 memory	 to	 help	 manage	 the	acquisition,	 storage	 and	 maintenance	 of	 experience	 knowledge	 remains	 an	important	call	for	information	technology	assisted	knowledge	management	(Lin	et	al.	2006).	In	 summary,	 organisational	 learning	 requires	 structures	 similar	 to	 the	human	memory,	and	the	storage	bin	model	with	the	 five	described	containers	provides	 one	 possible	 representation	 of	 such	 an	 organisational	 memory.	 As	described	in	Table	2	similar	structures	can	be	applied	to	the	project	management	context.	
2.3.4.4	Who	learns,	the	connection	between	individual	and	organisational	
learning	The	question	remains,	who	learns	what?	What	is	the	relationship	between	individual	 and	 organisational	 learning?	 Is	 organisational	 learning	 the	accumulation	 of	 individual	 learning	 or	 is	 it	 an	 individual	 phenomenon	where	individual	learning	is	only	an	ingredient?	There	appears	to	be	consensus	on	the	view	that	 individuals	are	agents	of	organisational	 learning,	whereas	 individual	learning	appears	to	be	a	necessary	but	insufficient	condition	(Argyris	1999;	Fiol	and	Lyles	1985;	Kim	1998).	Organisations	can	only	learn	through	their	members,	but	organisations	are	not	dependent	on	a	specific	member.	It	is	not	sufficient	that	learning	 only	 results	 in	 the	 adjustment	 of	 mental	 models	 in	 the	 minds	 of	individual	members	of	the	organisation.	For	organisational	learning	to	occur,	it	
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should	result	in	adjustments	to	everyone’s	mental	models	in	a	consistent	manner.	In	 the	project	management	context,	 this	 frequently	would	need	to	extend	past	organisational	boundaries	because	project	staff	can	be	shared	(or	move)	across	organisational	boundaries,	such	as	in	the	case	of	outsourced	IS	projects.	
	
Figure	4:	OADI-SMM	Modell	(based	on	Kim	1998)	The	 transformation	 of	 individual	 to	 organisational	 learning	 does,	however,	present	a	challenge.	There	is	an	assumption	that	individual	knowledge	elevates	 to	 organisational	 knowledge	 via	 social	 interaction.	 However,	organisations	can	learn	as	a	whole,	and	organisational	learning	is	a	higher-level	process	 than	 simply	 summing	 individual	 learning	 processes.	 Kim	 (1998)	described	 the	 transfer	 of	 individuals’	 learning	 to	 organisational	 learning	 and	developed	the	“OADI-SMM”	model.	The	acronym	OADI	represents	the	phases	of	the	 individual	 learning	 cycle.	 These	 phases	 are:	 observe,	 assess,	 design	 and	implement	(OADI).	The	model	is	based	on	concepts	such	as	experience	learning,	single	and	double	loop	learning,	organisational	action	theory	(Argyris	1999)	and	organisational	learning	barriers	(March	and	Olsen	1975).		The	product	of	 these	 learning	processes	 is	 the	 storage	of	 experience	 in	shared	mental	models	(SMM).	The	central	message	of	 the	model	 in	Figure	4	 is	
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that	 learning	 transformation	 is	 facilitated	 through	 the	 exchange	 of	 individual	shared	mental	models.	Each	part	of	 the	model	 and	 its	 associated	 concepts	are	explained	in	more	detail	next.	The	individual	learning	process	according	to	Kim	(1998)	is	structured	into	the	four	cyclical	phases.	People	first	experience	specific	events	and	observe	what	occurs.	 They	 assess	 their	 experience	 by	 reflecting	 on	 the	 observation.	Subsequently,	they	design	abstract	concepts	in	accordance	with	their	evaluation	and	test	(i.e.	implement)	these	concepts	in	a	new	specific	operational	situation.	This	process	leads	to	individual	learning.	This	 individual	 cycle	 facilitates	 the	 development	 of	 individual	 mental	models.	These	models	reflect	 the	Weltanschauung	(worldview)	of	each	person	(Kim	1998).	They	influence	what	an	individual	observes	or	does,	they	developed	the	 context	 in	 which	 new	 experience	 is	 absorbed	 and	 interpreted,	 and	 they	determine	 what	 becomes	 part	 of	 an	 individual’s	 mental	 model	 and	 becomes	relevant	for	a	specific	situation.	Kim	(1998)	divides	individual	mental	models	into	two	sections,	know-how	and	know-why.	The	know-how	refers	to	the	operational	learning,	 which	 an	 individual	 can	 enhance	 or	 modify	 if	 new	 knowledge	 is	acquired	about	that	operation	or	practice.	The	individual	know-why	is	tested	and	adapted	through	conceptual	learning	when	the	experience	was	gained.	The	individual	mental	models	are	connected	to	the	shared	mental	models	of	all	members	of	the	organisation.	Kim	structures	the	shared	mental	models	into	segments:	 Weltanschauung	 and	 organisational	 routines	 (Kim	 1998).	 The	individual	 learning	 cycle	 is	 impacted	 through	 organisational	 learning,	 and	 it	impacts	on	 the	 shared	mental	models.	 The	 individual	 know-how	 is	 integrated	into	the	Weltanschauung	of	the	organisation	and	reflects	the	current	thinking	of	all	members	 and	 the	 organisational	 culture	 (Kim	 1998).	 Successful	 individual	routines	evolve	to	organisational	routines.	The	learning	processes	in	Kim’s	model	come	from	the	concepts	of	single	and	 double	 loop	 learning	 (Argyris	 1976;	 Argyris	 1999)	 on	 an	 individual	 and	organisational	 level.	 Double	 loop	 learning	 relies	 on	 the	 adaptation	 of	 mental	models	on	either	the	individual	or	the	organisational	level.	Through	individual	
	 48	
double	loop	learning	individual	learning	influences	individual	mental	models	and	in	 turn	 future	 learning.	 Organisational	 double	 learning	 occurs	 through	 the	combination	of	 individual	mental	models	by	a	group	of	 individuals	within	 the	organisation	that	impact	organisational	action	(Argyris	1999).	Within	 the	 organisational	 learning	 cycles,	 Kim	 identifies	 three	 barriers	(influenced	 by	March	 and	Olsen	 1975)	 that	 are	 also	 pertinent	 to	 Information	Systems	project	management.	Each	barrier	is	described	next.	The	 first	 barrier	 relates	 to	 situational	 learning,	 where	 the	 connection	between	individual	learning	and	individual	mental	models	is	broken.	This	leads	to	potential	memory	loss	if	a	member	of	the	organisation	neglects	to	update	the	individual	mental	model.	An	example	for	this	in	a	project	management	context	could	be	a	situation	where	project	staff	perform	a	particular	task	in	a	project,	but	the	learning	from	that	particular	task	is	not	recorded	and	can	therefore	not	be	relied	upon	in	future	projects.	The	 second	 barrier	 is	 fragmented	 learning,	 which	 occurs	 when	 the	connection	 between	 individual	 mental	 models	 and	 shared	 mental	 models	 is	broken.	In	this	case,	an	individual	will	learn	but	the	organisation,	on	the	whole,	does	 not,	 and	 the	 loss	 of	 an	 individual	 equates	 to	 the	 loss	 of	 learning	 for	 the	organisation.	 In	 the	 case	 of	 project	 management,	 project	 staff	 could	 update	individual	mental	models	to	reflect	the	learning	from	the	project	tasks,	but	this	learning	is	not	shared	and	therefore	does	not	get	reflected	in	the	shared	models.	The	 third	 barrier	 is	 opportunistic	 learning,	 which	 occurs	 when	 the	connection	between	shared	mental	models	and	organisational	action	is	broken.	Organisational	actions	occur	based	on	the	action	of	a	member	(or	a	group)	but	are	 not	 based	 on	 shared	 mental	 models	 of	 the	 organisation.	 With	 project	management,	a	project	team	could	choose	to	execute	a	project	in	a	particular	way	that	does	not	reflect	the	project	learning	and	is	not	based	on	the	shared	mental	models.	Organisational	learning	relies	on	the	ability	of	individuals	to	improve	their	mental	 models	 and	 to	 make	 these	 models	 explicit	 to	 develop	 shared	 mental	
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models.	The	explication	of	individual	mental	models	is	critical	for	this	integration	model.	 It	 demonstrates	 the	 necessity	 for	 individuals	 to	 make	 their	 learning	experience,	 in	 the	 context	 of	 the	 individual	 mental	 models,	 explicit.	 If	organisational	 learning	 is	 to	 be	 achieved,	 individuals	 have	 to	 be	 assisted	with	suitable	 methods	 and	 instruments	 (Spicer	 1998).	 In	 the	 project	 management	context,	making	all	individual	mental	models	of	all	project	staff	explicit	presents	a	significant	challenge,	and	is	not	part	of	any	project	management	methodology.	To	 examine	 tools	 and	 techniques	 that	 can	 assist	 with	 managing	 project	experience,	we	take	a	closer	look	at	these	tools	and	techniques	in	section	2.4.	
2.3.5	Reflection	on	experience	management	in	context	The	 introduction	 of	 experience	 management,	 and	 concepts	 from	knowledge	 management	 specifically	 relevant	 to	 experience	 management	provides	 a	 starting	 point	 for	 understanding	 the	 benefits	 of,	 and	management	environment	 needed	 to,	 acquire,	 store	 and	 maintain	 experience	 from	 an	 IS	projects.	Bergmann’s	 experience	 management	 model	 provides	 a	 framework	 for	experience	management,	and	the	outer	shell	(also	called	the	maintenance	cycle)	of	this	model	requires	effective	execution	when	managing	the	acquisition,	storage	and	maintenance	of	experience.	The	dynamic	nature	of	IS	project	management	suggests	 that	 the	outer	 shell	of	Bergmann’s	model	 in	 the	 context	of	 IS	project	management	will	be	challenging,	and	it	is,	therefore,	important	to	understand	the	challenges	and	potential	approaches	associated	with	the	effective	managing	of	the	acquisition,	storage	and	maintenance	of	experience	for	IS	projects.	Organisational	 learning	 and	 especially	Kim’s	OADI-SMM	model	provide	theoretical	 approaches	 to	assist	with	 these	 challenges.	Bergmann’s	experience	management	model	and	Kim’s	organisational	learning	support	the	management	of	experience	in	a	project	management	context.		The	next	section	will	examine	existing	approaches	that	appear	to	support	experience	 management	 to	 a	 certain	 degree.	 It	 will	 show,	 however,	 that	 this	extant	literature	does	not	address	how	to	execute	Bergmann’s	maintenance	cycle,	
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which	is	concerned	with	managing	the	acquisition,	storage	and	maintenance	of	experience	in	the	context	of	(IS)	project	management.	
2.4 Approaches	for	managing	experience	in	projects	This	 section	 focuses	 on	 examining	 the	 extent	 to	 which	 project	management	standards	and	methodologies,	as	well	as	other	approaches	related	to	the	management	of	experience,	could	potentially	be	of	some	use	as	approaches	for	IS	project	experience	management.	
2.4.1	Approaches	with	potential	for	experience	management	There	are	many	recognised	project	management	methodologies	such	as	the	Project	Management	Body	of	Knowledge	(PMBoK),	PRINCE2,	Critical	Chain	project	management,	agile	project	management,	lean	project	management,	Event	Chain	 methodology,	 Process-based	 management,	 benefits	 realisation	management,	 extreme	 project	 management,	 projects	 integrating	 sustainable	methods,	Rational	Unified	Process	(RUP)	and	the	V-Modell.	The	different	project	management	methodologies	provide	several	different	approaches	that	highlight	the	 importance	of	 experience	 in	project	management.	However,	none	of	 these	methodologies	 provides	 specific	 and	 explicit	 models	 for	 the	 management	 of	project	experience.	This	means	there	is	a	need	for	practical	solutions	to	project	experience	management.	This	thesis	does	not	explore	these	practical	solutions.	Instead,	 the	 thesis	 focuses	 on	understanding	 the	 nuances	 and	 complexities	 of	managing	the	acquisition,	storage	and	maintenance	of	project	experience.	Future	research	can	use	these	insights	as	the	basis	for	developing	the	practical	solutions.	In	addition	to	the	project	management	methodologies	mentioned	above,	there	 are	 a	 number	 of	 approaches	 that	 are	 related	 to	 the	 wider	 context	 of	experience	 management,	 but	 that	 is	 not	 specifically	 related	 to	 project	management.	 Table	 3	 below	 provides	 an	 overview	 of	 a	 selection	 of	 key	approaches	from	project	management	methodologies,	as	well	as	approaches	that	could	relate	to	project	experience	management.	A	more	detailed	description	and	discussion	 of	 each	 approach	 and	 their	 potential	 to	 be	 effective	 to	 manage	 IS	project	 experience	 are	 presented	 in	 Appendix	 1.	 The	 table	 shows	 that	 the	
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methodologies	 and	 approaches	 listed	 do	 not	 provide	 adequate	 support	 for	managing	the	acquisition,	storage	and	maintenance	of	IS	project	experience.	
Table	3:	Approaches	with	potential	to	support	experience	management		
Approach Part of project 
management 
methodology 
Support for 
regular use in 
IS project 
management 
Supports the 
acquisition, 
storage and 
maintenance of 
experience in 
general 
Effective for the 
acquisition, 
storage and 
maintenance of 
IS project 
experience 
Case-based 
reasoning No Potentially Potentially Not evident 
Experience 
Factories No Limited Potentially Not evident 
Learning histories No Potentially Limited Not evident 
Mental models No Limited Potentially Not evident 
Microarticle No Potentially Limited Not evident 
Project 
completion report, 
lessons learned, 
best practice and 
project excellence 
Yes Yes Limited Not evident 
Project 
Management 
Maturity Model 
(PMMM) 
Yes Yes Limited Not evident 
Retrospective in 
agile project 
management 
Yes Yes Limited Not evident 
Plan-do-study-act 
(PDSA) Yes Yes Limited Not evident 
Schemas No Potentially Potentially Not evident A	 close	 analysis	 of	 the	 general	 experience	 management	 approaches	reveals	that,	while	some	have	the	potential	to	support	managing	the	acquisition,	storage	 and	 maintenance	 of	 experience,	 only	 a	 very	 small	 number	 could	
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potentially	be	of	regular	use	for	IS	project	management.	There	is	no	literature	on	the	 effectiveness	 of	 these	 approaches	 for	 managing	 the	 environment	 for	 the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	Project	management	 approaches	 related	 to	 the	management	 of	 project	experience	also	do	not	support	the	effective	managing	of	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects	(Cicmil	et	al.	2017).	In	many	cases	the	diligent	formal	experience	documentation	at	the	end	of	a	project	is	restricted	to	 archiving	 important	 project	 documents,	 collecting	 standardised	 metrics	 or	documentation	 of	 project	 outcomes	 (Desouza	 et	 al.	 2002).	 Detailed	 and	structured,	and	therefore	reusable,	documentation	and	justification	on	failures	or	successes	 during	 the	 project	 or	 documentation	 on	 specific	 problems	 and	solutions	 barriers	 often	 remain	 undocumented	 (Desouza	 et	 al.	 2002).	 The	systematic	 collection	 of	 lessons	 learned	 at	 the	 end	 of	 each	 project	 often	 falls	victim	to	other	priorities,	lack	of	time,	lack	of	collaboration	or	cooperation	from	key	stakeholders	and	lack	of	organisational	process.	To	create	an	environment	where	lessons	learned	lead	to	long-term	benefit,	it	is	essential	to	create	a	culture	and	 environment	where	 the	 lived	 experiences	 of	 such	 lessons	 learned	 can	 be	shared	and	accessed	effectively	(Desouza	et	al.	2002).	It	is	not	sufficient	to	lock	stakeholders	 into	 a	 room	 in	 the	 hope	 that	 this	will	 facilitate	 the	 exchange	 of	experience	and	knowledge.	Exchange	is	necessary	for	the	effective	acquisition	of	experience	so,	it	is	essential	to	develop	methods	to	support	such	processes.		Especially	 during	 the	 final	 hours	 of	 the	 project,	 the	 project	 teams	 are	usually	under	intense	pressure,	and	after	the	completion	of	a	project,	the	team	members	are	usually	quickly	reallocated	to	new	tasks	(Cullen	et	al.	2017;	Kumar	1990;	 P.	 K.	 Dey	 2002;	 Hendriks	 et	 al.	 1999).	 This	 frequently	 will	 result	 in	bypassing	experience	extraction	unless	it	is	budgeted	and	included	as	part	of	the	project	 closeout	 process.	 In	 addition,	 existing	 benefit	 structures	 within	 an	organisation	 frequently	 result	 in	pressure	 to	 start	 a	new	project	 as	quickly	as	possible.	 Therefore,	 the	 analysis	 and	 documentation	 of	 a	 past	 project	 are	perceived	as	poor	prioritisation	of	time.		 	
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Even	 if	 reflection	 occurs	 and/or	 is	 documented,	 it	 is	 not	 necessarily	sufficient	 for	 others	 to	 learn	 from.	 Culturally,	 reflection	 occurs	 only	 very	sporadically	in	the	context	of	businesses,	because	most	managers	and	staff	are	more	forward	focused	and	want	to	know	what	is	important	for	the	next	project	rather	than	reflect	on	the	past.	This	can	lead,	for	instance,	to	lessons	learned	that	are	recorded	by	a	small	team	and	therefore	cannot	necessarily	be	understood	by	other	project	teams	in	an	organisation.	A	study	by	Kotnour	(2000)	uncovered	that	31	of	43	project	managers	wrote	the	lessons	learned	report	themselves	and	21	admitted	to	writing	the	lessons	learned	report	at	the	end	of	the	project	instead	of	continuously	 during	 the	 project	 (Kotnour	 2000).	 This	 study	 suggests	 that	experience	 reports	 are	 likely	 to	 be	 the	 work	 of	 individuals,	 probably	 project	leaders,	compiled	at	 the	end	of	 the	projects.	The	quality	of	 the	 learning	across	projects	 through	 experience	 reports	 appears	 to	 be	 largely	 dependent	 on	 the	ability	 of	 individuals	 to	 reflect,	 structure	 and	communicate	 complex	 bodies	 of	knowledge.	Changing	 project	 teams	 and	 project	 staff	 can	 foster	 the	 acquisition	 of	experience	based	on	knowledge	gained	in	diverse	projects.	However,	project	staff	that	are	released	back	into	the	original	function	pose	a	significant	threat	to	long-term	learning	across	projects.	If	the	knowledge	and	the	experience	of	such	staff	are	not	fed	into	project	memory,	a	subsequent	project	will	not	be	able	to	benefit	from	this	experience.	Thus,	 the	 learning	effect	across	projects	will	be	minimal.	The	 potential	 loss	 of	 project	 knowledge	 at	 the	 end	 of	 each	 project	 poses	 a	significant	problem	for	most	organisations	(Newell	et	al.	2006).	The	repetition	of	errors	and	rework	are	likely	to	lead	to	high	costs	and	reduce	the	competitiveness	of	the	organisation	in	which	projects	are	being	managed.	In	 recent	 years’,	 organisations	 increasingly	 collaborate	 with	 external	partners,	suppliers,	customers	and	consultants.	Staff	from	partner	organisations	working	 in	 a	 project	 also	 assess	 and	 contribute	 valuable	 experience.	 If	 these	partner	organisations	and	 their	 staff	 stop	working	with	 the	organisation	after	project	 completion,	 the	 undocumented	 experience	 will	 also	 no	 longer	 be	available	 to	 other	 projects	 in	 the	 organisation,	 and	 it	will	 almost	 certainly	 be	impossible	or	at	least	very	challenging	to	regenerate.	External	project	partners,	
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however,	can	reuse	all	the	experience	if	they	can	acquire	the	experience	in	any	joint	projects.	For	organisations	that	frequently	use	consultants	in	projects,	there	are	 some	 additional	 risks	 because	 the	 use	 of	 consultants	often	 results	 in	 new	processes,	 strategies	 or	 structures.	 Addressing	 this	 problem	 first	 requires	working	out	a	management	environment	leading	to	the	acquisition,	storage	and	maintenance	of	consultant	experience	(i.e.	goal	of	this	study).	If	this	is	possible	then	later	access	to	the	consultants’	knowledge	is	possible.	So,	when	consultants	leave	the	organisation	at	the	end	of	the	project,	it	is	possible	that	the	reasons	for	change	and	the	knowledge	that	has	informed	the	change	remains	accessible	to	future	projects	in	the	organisation	(Irani	et	al.	2003).	This	can	lead	to	an	ongoing	dependence	on	consultants.	Consultants,	on	the	other	hand,	have	the	ability	to	use	the	experience	for	themselves,	or	even	make	that	experience	available	when	undertaking	projects	in	competing	organisations	through	further	consultancy.	
2.4.2	Reflection	on	existing	approaches	to	manage	experience	in	projects	Based	on	the	literature	it	appears	that	a	number	of	approaches	relate	to	experience	management.	The	analysis	of	the	literature	does	not	provide	evidence	that	any	of	these	approaches	facilitate	effective	management	of	the	acquisition,	storage	 and	 maintenance	 of	 IS	 project	 experience.	 It	 also	 appears	 that	 the	literature	does	not	address	the	effectiveness	of	these	approaches	in	the	context	of	IS	project	management,	which	is	essential	for	understanding	the	benefits	of,	and	management	environment	needed	to,	acquire,	store	and	maintain	experience	from	an	IS	project.	
2.5 An	emergent	project	experience	acquisition,	storage	and	
maintenance	model	As	 discussed	 in	 the	 previous	 sections	 2.2,	 2.3	 and	 2.4,	 the	 study	encompasses	 many	 diverse	 research	 areas.	 The	 literature	 review	 depicts	 the	conceptual	 idea	 of	 how	 this	 research	 seeks	 to	 understand	 and	 explore	 the	connections	between	these	areas.		Table	4	below	summarises	the	key	contributions	of	the	authors	providing	insights	into	the	key	research	and	elements	that	emerge	regarding	managing	the	
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acquisition,	storage	and	maintenance	of	experience	in	(IS)	projects.	
Table	4:	Key	contributions	for	the	management	of	experience	in	project	management	
Elements Author(s) Contribution 
Accessibility Argote and 
Kane 2003 
Learning by experience does present challenges because 
experiences are often gained in a way that makes it hard to 
draw the right conclusions. 
Bergmann 2002 Experience management is defined as a special form of 
knowledge management concerned with the collection, 
structure, storage, re-use and maintenance of experience. 
Juran 1988 Lessons learnt are the essence of experience gained by 
running a project. Lessons learned can be the result of 
collective as well as individual learning processes. Lessons 
learned are documented through a lessons learnt or 
experience report. 
Kerzner 2013 Extract project experience at the project closeout. 
Kluge and 
Schilling 2000  
People do not automatically possess the ability to verbalise 
and recondition experience and knowledge in a way that will 
allow others to capitalise from it and the ability to documents 
learning and technique is not to be assumed. 
Kotnour and 
Kurstedt 2000 
Project leaders usually compile experience reports at the end 
of a project. 
Kotnour 2000 PDSA model describes how learning can be integrated into 
the project management process to facilitate continues 
learning from past projects to improve the problem-solving 
resources for the future. 
Lehner 2012 Experience is concerned with what is true or false, good or 
bad, correct or incorrect, or useful. 
March et al. 
1991 
Small number of observations that facilitate learning. 
Polanyi 1985 Acting in a specific context and internalising the individual 
characteristics of the experience acquire tacit knowledge. 
Reinmann-
Rothmeier and 
Mandt 1999 
People do not automatically possess the ability to verbalise 
and recondition experience and knowledge in a way that will 
allow others to capitalise from it and the ability to documents 
learning and technique is not to be assumed. 
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Elements Author(s) Contribution 
Romhardt 1998 Convergence of divergent individual experiences is to be 
encouraged through the lessons learned process. 
Schmitt 2017 Personal KM supported experience management. 
Walsh and 
Ungson 1991 
Model of the ‘storage bins’. 
Wysocki 2004 Extract project experience at the project closeout. 
Change Bergmann et al. 
2003 
Experience knowledge is derived from experiences of a single 
or multiple actors. This is situation specific with the purpose to 
complete a specific act. 
Dey 2002 Project teams are usually under intense pressures, and after 
the completion of a project, teams are usually quickly 
reallocated to new tasks. 
Kim 1998 Transfer of individuals’ organisational learning and the OADI-
SMM model. 
Kluge and 
Schilling 2000  
People do not automatically possess the ability to verbalise 
and recondition experience and knowledge in a way that will 
allow others to capitalise from it and the ability to documents 
learning and technique is not to be assumed. 
Kotnour 2000 PDSA model describes how learning can be integrated into 
the project management process to facilitate continues 
learning from past projects to improve the problem-solving 
resources for the future. 
Kumar 1990 Project teams are under pressures, and after the completion 
of a project, teams are quickly reallocated to new tasks. 
March et al. 
2003 
A member of an organisation can learn from direct and 
indirect experiences. Organisational learning barriers. 
Levin and Ward 
2011 
Push to reduce hierarchies and abolish lines. 
Reinmann-
Rothmeier and 
Mandt 1999 
People do not automatically possess the ability to verbalise 
and recondition experience and knowledge in a way that will 
allow others to capitalise from it and the ability to documents 
learning and technique is not to be assumed. 
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Elements Author(s) Contribution 
Romhardt 1998 Convergence of divergent individual experiences is to be 
encouraged through the lessons learned process 
Spicer 1998 Individuals have to be assisted with suitable methods and 
instruments. 
Complexity Argote and 
Kane 2003 
The modelling and storage of critical experience provide the 
ability to identify patterns and to solve problems more 
efficiently without repeating past mistakes. Experience 
learning in an organisation is a challenge because feedback is 
not always immediate and does not necessarily correlate with 
specific action. 
Argyris 1999 Organisational learning processes require similar brain like 
structures as human learning processes as learning can only 
occur with a type of brain  
Classification of single loop learning and double loop learning 
as well as a meta level of learning, deutero-learning. 
Cullen et al. 
2017 
Leadership is complex. 
Kluge and 
Schilling 2000 
Learning from experience in an organisation is defined as a 
specific instance of organisational learning. 
Mumford et al. 
2000 
It is not possible to simply focus on a single event, but other 
influencing factors that might only occur later have to be 
included in the decision-making process as management is 
usually multi-focused. 
Nonaka and 
Takeuchi 1995 
Experience knowledge is considered "implicit and subjective". 
Unger 2002 No unified concept for organisational learning. 
Zhao and Zuo 
2011 
The ability to be communicated is one of the key prerequisites 
for the successful and efficient dissemination of experience. 
Culture Skyrme and 
Amidon 1997 
Embedded into an organisational culture. 
Evaluation Huber 1991 Organisational learning success can be measured by 
identifying if an organisational unit identifies more decision-
making alternatives than previously. 
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Elements Author(s) Contribution 
Herrmann et al. 
2003 
Lack of meta-knowledge with regards to structure. 
Juran 1988 Lessons learnt are the essence of experience gained by 
running a project. Lessons learned can be the result of 
collective as well as individual learning processes. Lessons 
learned are documented through a lessons learnt or 
experience report. 
Wang 2005 Experiences are seen as a subset of human knowledge, 
based on actual experience that can be validated. 
Models Argyris 1999 Organisational learning processes require similar brain like 
structures as human learning processes as learning can only 
occur with a type of brain. 
Classification of single loop learning and double loop learning 
as well as a meta level of learning, deutero-learning. 
Kim 1998 Transfer of individuals’ organisational learning and the OADI-
SMM model. 
Kotnour 2000 PDSA model describes how learning can be integrated into 
the project management process to facilitate continues 
learning from past projects to improve the problem-solving 
resources for the future. 
Walsh and 
Ungson 1991 
Storage Bins. 
Organisational 
structure 
Andersen 2001 Project management as the new organisational structure for 
change. 
Zwikael and 
Smyrk 2011 
Project management as the new organisational structure for 
change. 
Technology 
issues 
Caldwell and 
Canuto-
Carranco 1999 
Experience management in today's organisations is reliant on 
information technology as it facilitates immediate access. 
Lin et al. 2006 A computer-based organisational memory to facilitate storage 
and dissemination of information remains an important call for 
information technology assisted knowledge management. 
McDermott 
1999 
Without a memory that retains experience and keeps it 
available knowledge is impossible. 
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Elements Author(s) Contribution 
Theories of 
thinking 
Bednar 2000 Mental Models 
Bonifacio et al. 
2002 
Schema 
Johnson-Laird 
2001 
Mental Models 
Narvaez and 
Bock 2002 
Schema 
Staggers and 
Norcio 1993 
Mental Models 
Tools Bernecker 2003 Project completion report. 
Kleiner and 
Roth 1996 
Learning histories. 
Willke 2001 Microarticle. 
Value Argote and 
Kane 2003 
The modelling and storage of critical experience provide the 
ability to identify patterns and to solve problems more 
efficiently without repeating past mistakes. Experience 
learning in an organisation is a challenge because feedback is 
not always immediate and does not necessarily correlate with 
specific action. 
Cyert and 
March 1992 
Organisational learning as the significant foundation for the 
decision-making process in organisations. Organisational 
learning is the prerequisite for organisational survival in a 
changing environment. 
Levitt and 
March 1988 
Improvements to problem-solving and decision-making as 
well as the adaptation of the reference framework for all 
members of the organisation. 
Lullies et al. 
1993 
Projects are an efficient practice to create organisational 
knowledge. Through	 the	 synthesis	 of	 the	 literature	 on	 project	 management,	experience	management	 in	 the	 context	 of	 knowledge	management,	 as	well	 as	approaches	for	capturing	and	managing	experience,	various	elements	or	themes	have	 arisen	 that	 seem	 to	 affect	 the	 project	 manager's	 ability	 to	 manage	 the	
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acquisition,	storage	and	maintenance	of	(IS)	project	experience.	This	resulted	in	the	emergence	of	a	conceptual	model	as	depicted	in	Figure	5.		
	
Figure	5:	Emergent	model	for	the	elements	for	managing	the	acquisition,	storage	and	
maintenance	project	experience	from	the	perspective	of	the	project	manager	This	model	depicts	several	elements,	tools,	methods	and	ideas	of	thinking	as	they	relate	to	the	different	disciplines	of	project	management	and	experience	management	(within	the	broader	area	of	knowledge	management)	and	how	they	relate.	 The	 focus	of	 this	 research	 is	 on	 the	 elements	 relating	 to	managing	 the	acquisition,	storage	and	maintenance	of	IS	project	experience.	More	specifically,	this	research	seeks	to	explain	how	project	experience	can	be	acquired,	stored	and	maintained	so	we	can	develop	an	understanding	of	the	elements	that	affect	how	the	maintenance	cycle	(or	outer	shell)	of	Bergmann’s	model	(Figure	1)	can	be	executed	effectively	when	it	is	applied	to	the	context	of	IS	project	management.	The	 tools/models	 available	 in	 project	 management	 methodology	 are	designed	 to	 review	 the	 project	 and	 to	 identify	 key	 learnings.	 These	 available	tools/models	(e.g.	retrospective	in	agile	project	management,	project	completion	reports	and	lessons	learned)	do	not	provide	the	project	manager	with	an	ability	to	 properly	 manage	 the	 acquisition,	 storage	 and	 maintenance	 of	 IS	 project	experience.	 There	 are	 several	 elements,	 however,	 that	 impact	 the	 project	manager's	 ability	 to	 review	 the	 project	 and	 identify	 key	 learnings	 effectively.	These	 elements	 are	 organisational	 structure,	 change,	 accessibility,	 complexity,	tools	and	models.	
Organisation
Project 
Management
Knowledge 
Management
Experience
Managememt
Project Manager
AccessibilityChange
Organisational structure
Complexity
Technology Issues
Evaluation
Culture
Value
Tools,
Models
Tools,
Models, 
Theories of 
thinking
Elements for the acquisition, 
storage and maintenance 
of project experience
Project 
	 61	
In	 the	 context	 of	 experience	 management	 (as	 a	 subset	 of	 knowledge	management)	 there	 are	 a	 few	 tools,	models	 and	 theories	 of	 thinking	 that	 can	contribute	 to	 organisational	 learning	 and	 support	 experience	 management.	Examples	include	Mental	Models,	Microarticles,	Schemas	and	Learning	Histories.	In	 the	 context	 of	 these	 tools,	 models	 and	 theories	 of	 thinking,	 the	 literature	identifies	several	additional	elements	that	would	impact	the	project	manager's	ability	 to	effectively	apply	 these	 tools,	models	and	 theories	of	 thinking	 for	 the	management	 of	 experience.	 These	 additional	 elements	 are	 value,	 culture,	evaluation,	technology	issues	and	theories	of	thinking.	This	conceptual	model	describes	the	context	of	the	research.	The	context	of	this	research	are	organisations	that	engage	in	project	management.	The	project	manager	appears	to	be	key	for	the	management	of	the	project	and	likely	has	a	role	 to	 play	 in	 managing	 the	 acquisition,	 storage	 and	maintenance	 of	 project	experience.	Therefore,	the	project	manager	needs	to	be	able	to	review	projects	effectively	 and	 find	 work	 out	 how	 to	 leverage	 tools,	 models	 and	 theories	 of	thought	 in	 the	 context	 of	 experience	management	 to	manage	 the	 acquisition,	storage	 and	 maintenance	 of	 project	 experience.	 The	 literature,	 therefore,	provides	us	with	several	elements	that	impact	on	a	project	manager's	ability	to	manage	the	acquisition,	storage	and	maintenance	of	project	experience.	The	conceptual	model	has	not,	however,	been	examined	empirically	in	the	extant	 literature.	 The	 purpose	 of	 this	 research	 is	 to	 identify	 the	 views	 of	 the	project	manager	regarding	the	benefits	of,	and	management	environment	needed	to,	 acquire,	 store	and	maintain	experience	 from	an	 IS	project.	These	empirical	insights	led	to	the	refinement	of	this	very	preliminary	conceptual	model.		
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2.6 Summary	From	the	extant	literature,	we	have	established	that	effectively	managing	the	 acquisition,	 storage	 and	 maintenance	 of	 experience	 for	 IS	 project	management	has	potential	to	improve	project	management	outcomes.		We	have	identified	the	importance	of	the	project	manager	in	the	context	of	managing	projects,	and	therefore	it	is	important	to	identify	the	relevance	of	the	project	manager	on	managing	the	acquisition,	storage	and	maintenance	of	project	experience.	 The	 literature	 provides	 a	 number	 of	 approaches	 in	 the	 context	 of	experience	management	or	project	management	 that	 could	 support	managing	the	acquisition,	storage	and	maintenance	of	project	experience.	The	analysis	of	the	 literature	 suggests,	 however,	 that	 none	 of	 these	 approaches	 is	 capable	 of	facilitating	the	management	of	acquiring,	storing	and	maintaining	experience	in	IS	projects.	Further	empirical	work	is	 therefore	required	to	 identify	 the	benefits	of,	and	management	environment	needed	to,	acquire,	store	and	maintain	experience	from	an	IS	project,	to	determine	the	role	of	the	project	manager	in	this	context,	to	identify	any	potential	existing	approaches,	and	to	 identify	 the	barriers	and	the	type	 of	 environment	 necessary.	 The	 next	 chapter	 presents	 the	 appropriate	research	methodology	for	this	research.		
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Chapter 3 
Chapter	3 -	Methodology	
“If I were to tell you where my greatest feeling, my universal feeling, the bliss 
of my earthly existence has been, I would have to confess: It has always, here and 
there, been in this kind of in-seeing, in the indescribably swift, deep, timeless 
moments of this divine seeing into the heart of things.” 
(Rilke 1998) 
3.1 Introduction	This	chapter	discusses	and	presents	the	research	approach	adopted	in	this	research	project	in	the	context	of	the	research	question	as	defined	in	section	1.2.	A	 suitable	methodology,	 consistent	with	 the	 research	question,	 is	 surmised	 to	facilitate	a	rigorous	collection,	analysis	and	interpretation	of	the	data	collected	in	the	process	of	conducting	this	research.	
3.2 The	research	question	and	context	As	presented	in	section	1.2,	the	research	question	for	this	project	is:	
What	are	project	manager	perceptions	of	the	benefits	of,	and	management	
environment	needed	to,	acquire,	store	and	maintain	experience	during	an	IS	
project?	I	developed	the	conceptual	framework	in	Figure	5	at	the	end	of	Chapter	2	to	 capture	 the	 current	 insights	 from	 the	 literature	 on	 the	 benefits	 of,	 and	management	environment	needed	for	the	acquisition,	storage	and	maintenance	of	 experience	 in	 projects,	 and	 IS	 projects	 in	 particular.	 This	 was	 important	because	 the	 project	 management	 literature	 provides	 limited	 insight	 into	experience	management	in	general,	and	does	not	offer	concepts	for	making	sense	of	issues	surrounding	managing	experience	in	(IS)	projects.	Nonetheless,	section	1.1	explained	that	experience	management	has	the	strong	potential	to	support	project	 management,	 but	 the	 literature	 review	 in	 Chapter	 2	 revealed	 that	experience	is	not	easily	acquired,	stored	and	maintained.	
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The	literature	did,	however,	emphasise	that	project	managers	likely	have	the	most	critical	role	in	managing	the	acquisition,	storage	and	maintenance	of	IS	project	experience.	The	preliminary	framework	presented	in	Figure	5	includes	concepts	 that	 the	 literature	 suggested	 might	 be	 relevant	 to	 project	 manager	perceptions	of	the	benefits	of,	and	management	environment	needed	to,	acquire,	store	 and	 maintain	 experience	 from	 a	 project	 in	 general	 and	 IS	 projects	 in	particular.	This	research	question	was	further	decomposed	into	sub-questions	to	aid	answering	the	overarching	research	question	above.	Each	of	these	sub-questions	is	 stated	 next,	 followed	 by	 explanations	 on	 why	 they	 helped	 answer	 the	overarching	research	question.	
Sub-question	1	–	What	are	the	project	manager	views	on	the	importance	of	
managing	 the	 acquisition,	 storage	 and	 maintenance	 of	 experience	 in	 IS	
projects?	Sub-question	 1	 affirmed	 the	 importance	 of	 managing	 the	 acquisition,	storage	and	maintenance	of	experience	in	IS	projects	which	was	implied	in	the	literature.	The	limited	research	on	experience	management	in	the	context	of	(IS)	project	management	meant	 it	was	unclear	whether	project	managers	believed	this	was	important.	This	sub-question,	therefore,	helped	confirm	that	answering	the	overarching	research	question	had	merit.		
Sub-question	2	– What	are	the	project	manager’	views	on	their	role	with	
regards	 to	management	 environment	 needed	 for	 the	 acquisition,	 storage	
and	maintenance	of	IS	project	experience.	Sub-question	2	emerged	because	the	literature	review	demonstrated	that	experience	 is	 closely	 related	 to	 the	 human	 resources	 involved	 in	 the	 projects	undertaken	within	organisations.	That	is,	the	identification	of	issues	surrounding	managing	experience	in	(IS)	project	management	requires	an	understanding	of	the	humans	involved,	their	communication	and	interaction,	the	methods	applied	and	the	organisational	context	or	environment.		 	
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The	literature	review	showed	that	project	managers	are	the	key	personnel	in	 project	 management	 and	 a	 substantive	 common	 element	 across	 multiple	projects.	The	literature	does	not,	however,	explore	project	managers’	perceptions	of	 their	 role	 in	managing	 the	 acquisition,	 storage	 and	maintenance	 of	 project	experience.	 It	 was,	 therefore,	 necessary	 and	 appropriate	 to	 focus	 on	 project	managers	 in	 this	 research	 project	 and	 to	 examine	 their	 lived	 experience	 and	opinions	on	experience	management	during	IS	projects.	Sub-question	2	thus	helped	answer	the	overarching	research	question	by	confirming	the	merit	of	exploring	project	manager	perceptions,	by	identifying	the	processes	they	used	to	acquire,	retain	and	maintain	IS	project	experience,	and	by	revealing	 the	 challenges	 they	 faced	 enacting	 their	 role	 in	 experience	management.	It	also	contributed	to	refining	the	conceptual	framework	in	Figure	5	at	the	end	of	Chapter	2	by	better	understanding	the	role	the	project	manager	plays	as	an	actor	in	shaping	the	experience	management	environment.	
Sub-question	3	– What	are	the	project	managers’ views	on	the	effectiveness	
of	 existing	 approaches	 to	 setting	 up	 a	management	 environment	 for	 the	
acquisition,	storage	and	maintenance	of	experience	during	an	IS	projects?	Sub-question	3	emerged	because	section	2.4	explored	existing	approaches	relating	to	(IS)	project	experience	management	(e.g.	those	designed	to	support	continuous	improvement	in	(IS)	projects),	and	showed	these	approaches	do	not	appear	too	practical	for	this	purpose.	Sub-question	3	thus	explored	if	and	how	project	managers	believed	these	approaches	helped	with	the	acquisition,	storage	and	maintenance	of	project	experience	in	IS	projects.	The	overarching	research	question	 focused	 on	 project	 managers’	 perceptions	 of	 managing	 the	 use	 of	approaches	aimed	at	acquiring,	storing	and	maintaining	IS	project	experience.	Answering	sub-question	3	also	helped	refine	the	conceptual	 framework	presented	in	Figure	5	at	the	end	of	Chapter	2	by	identifying	examples	of	the	‘tools’	and	‘models’	elements	in	the	conceptual	framework.	
Sub-question	4	– What	are	key	barriers	 faced	by	project	managers	when	
they	are	involved	in	managing	the	acquisition,	storage	and	maintenance	of	
IS	project	experience?		 	
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Sub-question	4	emerged	because	the	literature	revealed	there	is	no	single,	proven	approach	to	manage	experience	in	(IS)	projects,	and	that	there	appear	to	be	various	barriers	which	project	managers	face	when	they	attempt	to	manage	the	acquisition,	storage	and	maintenance	of	(IS)	project	experience.	Chapter	2.3	also	showed	there	had	been	little	research	focusing	on	experience	management	in	 the	 project	 management	 context	 to	 understand	 these	 barriers,	 and	 the	associated	nuances	and	complexities.	 Instead,	 the	 literature	 is	 fragmented	and	does	not	offer	a	holistic	view	of	the	issues.		The	combination	of	sub-question	3	and	sub-question	4	helped	answer	the	overarching	 research	 question	 by	 providing	 a	better	 understanding	 of	 project	manager	 perceptions	 of	what	might	 assist	 with	 or	 hinder	 (respectively)	 their	ability	 to	manage	the	acquisition,	storage	and	maintenance	of	experience	 in	 IS	projects.	It	also	contributed	to	refining	the	conceptual	framework	in	Figure	5	at	the	end	of	Chapter	2	by	better	understanding	the	emergent	elements	that	were	to	be	confirmed	or	expanded.	
Sub-question	5	– What	changes	do	project	managers	believe	will	overcome	
the	 barriers	 to	 effective	 management	 of	 the	 acquisition,	 storage	 and	
maintenance	of	IS	project	experience?	Sub-question	5	emerged	because,	while	the	literature	provided	guidance	on	 experience	 management	 generally,	 Chapter	 2	 showed	 there	 was	 limited	insight	available	for	an	(IS)	project	management	context.	For	the	purposes	of	this	research,	it	was,	therefore,	important	to	understand	the	changes	required	to	the	IS	 project	 environment	 to	 facilitate	 more	 effective	 management	 of	 the	acquisition,	 storage	 and	 maintenance	 of	 IS	 project	 experience.	 The	 literature	suggested	 that	 it	 is	 important	 to	 create	an	environment	 that	 can	 facilitate	 the	effective	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	The	 focus	 of	 sub-question	 5	 on	 the	 changes	 needed	 in	 the	 IS	 project	environment	provided	an	essential	basis	for	answering	the	overarching	question	because	the	changes	desired	by	project	managers	highlighted	the	barriers	they	perceived	with	managing	experience	in	IS	projects.	It	also	contributed	to	refining	the	conceptual	framework	in	Figure	5	at	the	end	of	Chapter	2	by	identifying	the	most	critical	elements	needed	to	change	or	optimise	the	environment.	
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The	overarching	research	question,	as	well	as	the	five	sub-questions,	all	needed	 to	 be	 taken	 into	 account	 when	 selecting	 the	 appropriate	 research	methods	for	this	thesis,	as	explained	next.	
3.3 Selection	of	the	research	approach	This	section	will	 introduce	how	the	research	approach	was	selected	 for	the	study	centred	on	the	research	question	in	section	3.2.	
3.3.1	Epistemology	and	theoretical	approach	The	 research	 question	 focused	 on	 understanding	 project	 managers’	actions	 and	 perceptions	 in	 their	 socio-organisational	 contexts.	 From	 my	worldview,	answering	the	research	question	required	my	co-researchers	and	me	to	interpret	and	construct	our	reality.	My	view	is	that	everybody	interacts	with	the	world	and	knowledge	is	created	socially.	This	collective	interaction	leads	to	an	interpretation	of	reality	and	the	construction	of	a	view	of	the	external	world.	The	 engagement	 of	 co-researchers	 influences	 my	 interpretations	 and	constructions.		David	Gray	(2013,	p20)	states:	
“[…]	 constructivism	 rejects	 this	 view	 of	 human	 knowledge.	 Truth	 and	
meaning	do	not	exist	in	some	external	world,	but	are	created	by	the	subject’s	
interactions	 with	 the	 world.	 Meaning	 is	 constructed	 not	 discovered,	 so	
subjects	construct	their	own	meaning	in	different	ways,	even	in	relation	to	
the	same	phenomenon”.	(Gray	2013)	The	 motivation	 for	 this	 research	 was	 to	 learn	 about	 the	 question	 of	experience	 in	 project	 management	 and	 to	 build	 a	 new	 understanding	 of	 the	associated	phenomenon.	This	differs	 from	other	research	projects	 that	seek	to	confirm	or	test	an	existing	hypothesis	or	theory	because	this	research	intended	to	socially	construct	knowledge	of	the	world	(the	external	reality	of	how	project	managers	manage	project	experience).	This	research	was	exploratory	in	nature	with	a	view	to	identifying	issues	of	importance	for	the	phenomenon	of	managing	experience	 in	projects.	 It	was	evident	 that	 experience	played	 a	 role	 in	project	management,	 but	 the	 literature	 offered	 little	 understanding	 of	 how	 project	
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managers	 engage	 with	 experience	 management	 in	 the	 context	 of	 project	management.	Therefore,	this	research	was	constructionist	by	nature.		The	construction	of	meaning	was	derived	from	the	interpretation	of	the	socially	constructed	research	data	on	the	nature	of	IS	project	experience,	how	the	experience	was	acquired,	the	relevance	of	IS	project	experience	for	subsequent	projects	 and	 the	 adaptation	 of	 existing	 IS	 project	management	 approaches	 to	support	 experience	management.	 A	 constructionism	 epistemology	 emphasises	that	all	research	tasks	are	part	of	an	emergent	construction	(Robinson-Aberdeen	and	Markless	2012;	Lévi-Strauss	1962).		Regarding	epistemology,	constructivism	is	closely	linked	to	the	theoretical	perspective	of	interpretivism	which	looks	for	culturally	derived	interpretations	of	 a	 social	 life-world	 to	 deal	 with	 the	 actions	 of	 individuals	 (Gray	 2013).	Interpretivism	focuses	on	the	 individual,	unique	and	qualitative	aspects	of	 the	social	world	(Crotty	1998).	Therefore,	our	theoretical	approach	during	this	study	was	interpretivism.	
3.3.2	Phenomenology	philosophy	The	research	question	sought	to	understand	the	issues	project	managers	faced	when	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	 projects.	 To	 develop	 an	 understanding	 of	 how	 this	 can	 be	 achieved,	 it	was	critical	 to	 gain	 insights	 into	 engagement	 (e.g.	 observations,	 discussions	 and	interview	questions)	with	individuals	who	were	at	the	centre	of	the	problem.	To	achieve	a	 full	understanding,	 it	was	 important	 to	 capture,	order	and	 interpret	every	view	and	opinion.	As	such,	a	phenomenological	philosophical	approach	to	the	interpretive	theoretical	approach	was	relevant	for	this	research	project.	The	term	“phenomenon”	originates	from	ancient	Greek	and	describes	the	consciousness	 of	 an	 event	 that	 can	 be	 gained	 through	 one’s	 senses.	 The	importance	of	phenomena	is	based	on	the	Sceptic	School	of	thoughts	(Schmidt	1991).	The	actual	term	“Phenomenology”	originates	from	the	18th-century	and	can	be	found	in	the	works	of	Friedrich	Christoph	Oetinger	and	Johann	Heinrich	Lambert.	 Lambert	 (1771)	 described	 Phenomenology	 as	 the	 study	 of	 truth	 by	
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relying	on	the	appearance	of	the	phenomena	(Lambert	1771).	Kant	also	used	the	term	to	develop	his	1781	publication	“The	Critique	of	Pure	Reason”	(Kant	2007).	The	work	“The	Phenomenology	of	the	Mind”	by	Hegel	(Hegel	2003)	presents	the	view	 that	 Phenomenology	 is	 defined	 as	 the	 science	 of	 experience	 and	consciousness	will	translate	from	immediacy	to	absolute	truth.	More	recently	Husserl,	who	provided	the	comprehensive	foundations	of	Phenomenology,	states	in	an	article	for	the	Encyclopaedia	Britannica	in	1927	that	a	phenomenological	philosophy	 is	a	sole	prerequisite	 for	 four	regular	sciences	because	early	neutral	or	experimental	philosophy	was	based	on	prejudice	and	assumptions.	 In	 his	 article,	 Husserl	 defined	 three	 fundamental	 aspects	 of	phenomenology:	 described	 as	 a	 method,	 a-priori	 of	 phenomenology	 and	 the	foundation	of	all	science.		
“Phenomenology	 invites	us	 to	set	aside	all	 previous	habits	of	 thought,	 see	
through	and	break	down	the	mental	barriers	which	these	habits	have	set	
along	the	horizons	of	our	thinking	[...]	to	learn	to	see	what	stands	before	our	
eyes”	(Husserl	1931).		This	 interpretation	 by	 Husserl	 suggests	 that	 we	 should	 build	 an	understanding	 of	 (derive	 truth	 about)	 a	 phenomenon	 by	 critiquing	 our	interpretation	but	without	 challenging	 the	actual	phenomenon.	Husserl’s	 view	suggests	 an	 iterative	 approach	 to	 attain	 consciousness	 through	 interpretation	and	reinterpretation.		Consciousness	or	understanding	is	built	through	an	iterative	contribution	to	 the	 problem	 domain.	 To	 develop	 an	 understanding	 of	 a	 complex	 problem	requires	the	acquisition	and	maintenance	of	relevant	knowledge	pertinent	to	the	topic	of	study.	Such	consciousness	in	the	context	of	this	study	could	only	be	developed	through	 the	 critical	 interpretation	and	 reinterpretation	of	 relevant	knowledge	acquired	 from	 project	 managers.	 The	 relevant	 knowledge	 required	 for	 this	research	was	IS	project	managers’	years	of	practical	experience.	Specifically,	the	relevant	knowledge	referred	to	 in	 this	context	was	the	 lived	experience	of	 the	project	manager	when	managing	the	acquisition,	storage	and	maintenance	of	IS	project	experience.	
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Years	of	experience	of	IS	project	managers	are	difficult	to	capture	through	survey	instruments	or	questionnaires.	The	experiences	and	associated	opinions	needed	to	be	extracted	to	create	the	richest	possible	data	for	this	study.	Such	data	could	only	be	generated	through	the	lived	experiences	and	opinions	of	domain	experts;	IS	project	managers	in	the	context	of	this	thesis.	Once	pertinent	pieces	of	knowledge	 were	 extracted,	 these	 fragments	 need	 to	 be	 reconciled	 with	 my	evolving	understanding	to	develop	a	broad	horizon	that	was	consistent	across	the	individual	pieces	of	knowledge.	As	the	phenomenon	of	managing	the	acquisition,	storage	and	maintenance	of	project	experience	have	not	been	adequately	resolved	through	prior	research;	this	investigation	had	to	be	exploratory	in	nature	and	qualitative.	
3.3.3	Hermeneutic	philosophy	For	the	purpose	of	this	research,	I	needed	to	acknowledge	that	I	already	had	 relevant	 prerequisite	 knowledge	 and	 understanding	about	 the	 domain	of	study.	 This	 prerequisite	 knowledge	 and	 understanding	provided	 some	advantage	 for	 this	research	because	 it	 facilitated	rich	communication	with	the	experts	(or	co-researchers)	involved	in	this	study.	This	prerequisite	knowledge	meant,	 however,	 I	 could	 be	 influenced	 by	 the	 encounters	 with	 the	study	participants.	In	 fact,	 each	 encounter	 with	 study	 participants	iteratively	shaped	my	understanding	and	knowledge	of	the	phenomena,	and	ultimately	my	construction	 of	 larger	 meaning.	 Based	 on	 this	 observation	of	 myself	 as	 the	researcher	and	the	research	domain	relationship,	as	well	as	the	cyclical	growth	of	 knowledge	 and	 understanding,	 it	 appeared	 that	 hermeneutic	 principles	seemed	most	appropriate	for	this	study.	According	 to	 Merriam-Webster’s	 dictionary,	the	 broad	 meaning	 of	hermeneutics	is	“a	method	of	principle	of	interpretation”.	Hermeneutics	is	the	art	or	theory	 of	 manifestation,	 translation,	 explanation	 and	interpretation.	 Before	the	17th	century,	the	term	was	seen	mostly	like	the	art	of	interpretation.	During	the	17th	century,	 it	evolved	to	a	 theory	and	practical	method	of	interpretation	(Gabriel	et	al.	2005)	through	cyclical	manifestation,	translation	and	explanation.	In	 its	 origins,	 the	 hermeneutic	method	 had	 a	 long	 tradition	 within	 theology	
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(dogmatic-theological	hermeneutic)	 and	 philosophy	 (literary	 or	 poetic	hermeneutic)	to	interpret	sacred	or	philosophical	texts,	with	a	later	extension	to	legal	texts	(legal	hermeneutic).	During	the	17th	century,	hermeneutics	evolved	into	a	generic	method	of	inquiry	in	science	to	develop	a	personal	understanding	of	complex	text,	as	a	rigorous	process	of	inquiry	(Gabriel	et	al.	2005).	Under	the	influence	of	the	Age	of	Enlightenment,	with	the	creation	of	the	fundamental	 principle	 that	 sciences	must	 be	 objective	 and	 free	 from	all	subjective	capriciousness,	aspirations	evolved	to	further	develop	the	technical	aspects	of	hermeneutics	(Wolff	1728;	Meier	1757).	Originally,	hermeneutics	was	mostly	confined	to	theology	(Gabriel	et	al.	2005).	Other	notable	and	significant	modern-day	champions	of	hermeneutics	were	Dilthey	(1833-1911),	Heidegger	(1889-1976),	Gadamer	(1900-2002)	and	Ramberg	(2008)	(Ramberg	and	Gjesdal	2008).	 Today,	 hermeneutics	 is	 widely	 used	 in	 areas	 such	 as	sociology,	philosophy,	cultural	studies,	law	and	Information	Systems	(Gessmann	2012).		For	 this	 research,	 the	 understanding	 was	 gained	 using	 interviews	 and	focus	group	transcripts	(see	section	3.6	for	further	details	of	the	data	collection	methods	and	stages),	as	well	as	other	supporting	documents	such	as	diagrams	and	tables	collected	over	the	course	of	the	study.	The	process	of	understanding	is	not	linear	but	circular.	Understanding,	which	occurs	through	cycles,	is	dynamic	and,	as	with	any	cycle,	it	has	no	fixed	beginning	or	end.	Ricoeur	also	suggested	that	 other	 sources	of	 knowledge	 (e.g.	 pictures,	 video,	music	 or	dance	 are	 text	equivalents),	 so	 hermeneutic	 method	 would	 be	 equally	 applicable	 (Ricoeur	1995).	According	to	Moustakas	(1994,	p10),	hermeneutics	
“[…]	 involves	 the	art	of	 reading	a	 text	 so	 that	 the	 intention	and	meaning	
behind	appearances	are	fully	understood”.		Paired	with	Crotty’s	(1998,	p91)	suggestion	that	the	understanding	of	texts	is:	
“[…]	deeper	or	goes	further	than	the	original	author’s	own	understanding	or	
intention	 […]”	 and	 that	 “[…]	 interpreters	 may	 end	 up	 with	 an	 explicit	
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awareness	 of	 meanings,	 and	 especially	 assumptions,	 that	 the	 authors	
themselves	would	have	been	unable	to	articulate”.	Hermeneutic	theory	provides	the	researcher	with	the	ability	to	develop	a	deeper	understanding	than	that	of	the	individual	contributors	(Crotty	1998).	Hans-Georg	 Gadamer,	 a	 student	 of	 Heidegger,	 developed	 a	 number	 of	concepts,	and	five	were	relevant	to	our	research	inquiry.	Gadamer’s	ideas	do	not	constitute	 a	 formal	 research	 method	 because	 Gadamer,	 just	 like	 Husserl	 and	Heidegger,	was	primarily	involved	with	philosophy.	In	his	2004	book	“Truth	and	Method”,	Gadamer	builds	on	the	work	of	Husserl	and	Heidegger	and	develops	a	number	of	key	concepts	intrinsic	to	hermeneutic	analysis:	(1)	Prejudice,	(2)	the	Fusion	 of	 Horizons	 (3)	 the	 Hermeneutic	 Circle	 (4)	 Play	 and	 (5)	 Historicity	(Gadamer	2004).	Based	on	Heidegger’s	view	that	all	existence	is	hermeneutical,	Gadamer	 introduces	 the	 idea	 that	 understanding	 occurs	 through	 a	 lens	 of	tradition	and	language.	The	following	sections	discuss	five	of	Gadamer’s	concepts	adapted	for	our	research	 inquiry	 because	 they	 allowed	 us	 to	 understand	 transcripts	 from	interviews	collected	across	a	group	of	very	diverse	individuals:	
Prejudice,	Bias	and	Pre-judgement	Unlike	 the	 common	 wisdom,	 prejudice	 can	 a	 useful	 starting	 point	 in	understanding.	Prejudice	should	not	be	viewed	as	a	negative;	it	constitutes	the	initial	or	early	understanding	that	is	based	on	one’s	own	prejudice	and	is	formed	before	all	facts	that	create	or	determine	a	situation	have	been	examined	in	their	entirety.	 It	 is	 important	 to	 be	 aware	 of	 one's	 own	 prejudice	 because	 the	researcher	 becomes	 an	 instrument	 of	 the	 research	 and	 prejudice	 affects	 the	language	 the	 research	 uses.	 This	 is	 managed	 in	 Phenomenological	 studies	through	the	process	of	self-reflection,	known	as	Epoché	biases	and	prejudices.	An	Epoché	is	a	clear	articulation	of	reflection	on	one's	position	or	stance,	which	helps	achieve	an	unbiased	mind	free	of	judgement	to	assist	with	viewing	the	world	with	a	fresh	and	naive,	but	receptive,	perspective.	I	explain	Epoché	further	in	section	3.6.4.1.		
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Fusion	of	horizons	Gadamer	(2004)	refers	 to	horizons	as	all	knowledge	that	can	be	gained	from	the	person’s	specific	standpoint	and	foreknowledge.	As	the	inquiry	into	the	initial	 interpretation	 progresses,	 the	 researcher’s	 standpoint	 changes	 and	consequently	the	horizon	expands.	Cyclically	the	horizon	gets	re-examined	in	the	context	 of	 the	 text	 (e.g.	 interview	 transcripts).	 This	 idea	 directly	 relates	 to	Heidegger’s	 idea	of	 returning	 “to	 the	 facts	 themselves"	 (Heidegger	1962).	The	researcher	 can	 only	 use	 their	 own	 interpretation	 starting	 with	 their	 own	prejudice,	 anchored	 in	 their	 own	 experience	 gained	 prior	 to	 conducting	 the	research.	This	provides	the	researcher	with	a	more	refined,	richer	understanding	that	leads	to	insights	which	are	more	sophisticated	or	accurate	than	the	initial	understanding.	 The	 fusion	 of	 horizons	 is	 a	 continuous	 process	 to	 challenge,	expand	or	leave	behind	our	prejudices	constantly.	I	continuously	re-examined	the	transcripts	from	IS	project	managers	in	the	context	of	my	initial	and	emerging	interpretation	to	derive	a	sophisticated	understanding.	
Hermeneutic	circle	Interpretation	is	dynamic	by	nature.	For	any	human,	being	interpretation	has	 no	 defined	 beginning	 and	 no	 definite	 end.	 This	 circular	 process	 of	interpretation	is	called	the	"hermeneutic	circle".	Data	(e.g.	texts)	are	not	linear	or	complete;	 every	 element	 of	 the	 research	 contributes	 to	 the	 whole	 research	picture	while	the	whole	can	be	used	to	explain	each	contribution.	Interpreting	the	experience	of	each	individual	facilitates	an	interpretation	of	the	whole	experience	through	 the	 shared	 experiences	 of	 each	 individual.	 I	 interpreted	 each	 lived	experience	of	IS	project	managers	in	the	context	of	every	other	lived	experience	and	continued	each	cycle	until	the	whole	research	picture	emerged.	
Play	The	 fourth	 of	 Gadamer’s	 five	 concepts	 comes	 in	 a	 number	 of	 different	forms.	The	perspective	adopted	for	this	research	is	Gadamer’s	analogy	to	a	game.	Each	individual	player	chooses	his	or	her	own	perspective	and	draws	individual	experience	 while	 still	 contributing	 to	 the	 overall	 match.	 This	 approach	 helps	
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researchers	to	avoid	an	overt	subjectivist	or	objectivists	interpretation.	For	this	research,	I	adopted	multiple	perspectives	to	provide	a	diverse	interpretation	by	involving	multiple	IS	project	managers	in	the	study.	
Historicity	The	 final	 of	 Gadamer’s	 five	 concepts	 refers	 to	 the	 tension	 between	tradition	and	history.	To	Gadamer,	tradition	and	history	are	understood	by	the	interpreter	but	are	unlikely	to	be	interpreted	correctly.	It	is	based	on	the	idea	that	we	 are	 thrown	 into	 the	world	 that	 already	 has	 a	 historical	 context	 (Gadamer	2004).	A	new-born	is	born	with	a	past	and	has	to	adapt	to	the	world	as	it	is.	Being	aware	of	one's	own	historicity	reduces	the	risk	of	forgetting	about	the	history	and	becoming	self-absorbed,	while	maintaining	the	necessary	naivety	to	reinterpret	the	past	to	the	present	and	future	(Flynn	2006).	The	past	is	significant	at	all	times	and	 requires	 the	 learning	 of	 others.	 This	 is	 also	 what	 Heidegger	 means	 by	“Daseins	historicality”	or	cultural	information	(Gadamer	2004).	I	interpreted	all	the	data	in	its	historical	context	with	the	necessary	naivety	to	reinterpret	the	data	to	the	present	and	future.	The	 reciprocal	 relationship	 between	 play	 and	 the	 fusion	 of	 horizons	enable	me	to	engage	with	the	text	and	develop	a	diverse,	more	refined	and	richer	understanding.	This	understanding	translated	to	the	principles	of	hermeneutics	for	this	research.	The	research	approach	is	described	in	section	3.5.	
3.4 	Consideration	of	other	qualitative	schools	As	 applicable	 to	 this	 study,	 qualitative	 research	 can	 be	 conducted	 in	 a	multitude	of	different	ways.	Most	qualitative	methodologies	have	a	long	research	tradition.	It	is	beyond	the	scope	of	the	thesis	to	go	into	detail	about	all	qualitative	research	 traditions.	 Tesch	 (1990)	 provides	 a	holistic	 graphical	 representation	(Figure	6)	of	the	qualitative	research	types	structured	by	research	interest.	This	graph	 represents	 a	 high-level	 summary	 of	 qualitative	 research	 traditions,	highlighting	the	context	and	the	appropriateness	of	each	research	tradition	in	a	research	context	(Tesch	1990).	
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Figure	6:	Graphic	overview	of	qualitative	research	types	(Tesch 1990)	This	project	aimed	to	collect	textual	accounts	of	situations	where	project	managers	aimed	to	acquire,	store	and	maintain	their	experience	 in	 IS	projects.	The	collection	of	such	texts	was	then	analysed	for	opportunities	to	generalise	the	participants’	 lived	 experience	 by	 identifying	 emergent	 themes	 regarding	 how	project	 managers	 handled	 managing	 project	 experience.	 As	 the	 focus	 of	 this	research	was	on	understanding	experience	management	in	IS	projects	from	the	perspective	 of	 project	 managers,	 the	 motivation	 for	 this	 research	 was	 the	comprehension	of	the	meaning	of	text	or	action	(Tesch	1990).	It	was	the	actions	of	and	the	benefit	for	the	project	manager	that	constituted	the	primary	focus	of	this	study.	The	purpose	of	this	research	was	not,	however,	to	discover	regularities	but	 instead	 to	 understand	 the	 relevant	 themes	 relating	 to	 managing	 the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects	from	the	project	manager's	perspective.	As	a	result,	this	study	sought	to	understand	the	views	and	actions	of	project	managers	with	 regards	 to	managing	 the	acquisition,	storage	
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and	maintenance	of	IS	project	experience	and	the	interpretation	of	meaning	but	did	not	seek	to	develop	a	theory	of	project	management	or	the	management	of	experience.	Existing	literature,	as	presented	in	Chapter	2,	played	a	significant	role	in	informing	this	research	and	facilitated	shaping	the	concepts	used	to	determine	pertinent	questions.	Following	Tesch	(1990),	it	would	arguably	be	possible	to	conduct	a	case	study,	life	history	study	or	grounded	theory	approach,	but	the	research	design	and	problem	definition	would	have	differed	significantly	from	what	was	explored	in	 this	 study.	 The	 following	 section	 discusses	 the	 appropriateness	 of	 such	approaches	for	this	research	project	and	why	they	were	not	used.	
3.4.1	Case	study	The	key	driver	 for	 this	research	was	accessing	a	number	of	 individuals	who	 were	 experienced	 in	 project	 management,	 with	 a	 focus	 on	 managing	 IS	projects,	and	the	management	of	experience	across	multiple	IS	projects.	Such	IS	projects	 were	 not	 necessarily	 bounded	 within	 a	 single	 organisational	 unit	 or	business.	It	was	not	the	intent	of	this	research	to	investigate	an	entity	or	number	of	 entities,	 but	 to	 understand	 the	 phenomenon	 of	 experience	 management	through	 the	 lived	 experience,	 actions	 and	 views	 of	 those	 individuals	 key	 to	project	 management	 (i.e.	 IS	 project	 managers)	 across	 a	 multitude	 of	organisations	and	across	time.	Case	 study	 is	 an	 empirical	 methodology	 based	 on	 observation	 and	investigation	in	an	existing	“bounded	system”	or	people,	processes	and	artefacts	over	a	 specified	period.	Case	study	 research	 is	 the	 systematic	 exploration	of	 a	specific	 group	 through	 temporary	 participation	 in	 or	 observation	 of	 their	environment.	Individuals	are	not	the	only	source	of	data	because	documents	and	other	contextual	data	are	equally	important	(Yin	2009).	Yin	(2009)	states	that	the	reason	for	using	case	studies	is	to	deliberately	cover	 the	 contextual	 environment	 which,	 in	 the	 eyes	 of	 the	 researcher,	 is	pertinent	 to	 the	phenomenon	of	 study.	To	determine	 the	 context	of	 the	 study,	data	collection	and	analysis,	as	well	as	the	presence	of	a	theory,	is	essential.	
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Case	 studies	are	used	 to	 study	a	 specific	object	with	a	 specific	 function	(Stake	1995).	One	value	proposition	for	case	studies	is	the	depth	of	investigation.	The	research	 question	 for	 this	 thesis	 required	 examining	 the	 lived	 experiences	 of	project	managers,	as	it	was	their	long-term	actions	and	views.	A	case	study	would	have	required	a	bounded	and	in-depth	investigation,	such	as	within	specific	one	or	more	projects	or	organisations.	Arguably	 it	would	have	been	 interesting	 to	instigate	a	case	study	on	experience	management	across	multiple	projects	within	a	 specific	 organisation	 to	 identify	 detailed	 aspects	 of	 the	 challenges	 various	project	stakeholders	faced	regarding	experience	management	between	projects	in	a	specific	organisation.	This,	however,	was	not	the	focus	of	this	research.	Case	 study	 was	 therefore	 not	 an	 appropriate	 method	 to	 answer	 the	research	question	outlined	earlier	because	nature,	environment	and	data	sources	for	a	case	study	would	not	have	aligned	with	the	research	question.	
3.4.2	Life	history	The	research	question	focuses	on	a	specific	and	narrow	phenomenon;	the	project	manager	perceptions	of	 the	benefits	of,	and	management	environment	needed	to,	acquire,	store	and	maintain	experience	from	an	IS	project.	With	such	a	specific	research	domain,	this	research	project	is	not	interested	in	the	history	of	 the	 IS	 project	 manager,	 but	 rather	 with	 the	 specific	 lived	 experience	 and	actions	that	relate	to	the	managing	experience	learning.	Life	 history,	 or	 life	 story	 as	 it	 is	 sometimes	 referred	 to,	 requires	 an	interviewer	to	gather	documentary	material	about	the	life	of	a	particular,	usually	older,	 individual	(Brenner	1985).	The	primary	 focus	of	life	history	 is	 to	get	an	understanding	of	an	individual's	understanding	of	their	past.	It	is	accepted	that	a	respondent	 might	 not	 provide	 an	 objective	 truth	 and	 that	 they	 may	 add	interpretations	 and	 reflections	 on	 the	 past.	 Sometimes	 individuals	 choose	 to	rewrite	their	story	(Brenner	1985).	Interview	data	is	often	supplemented	by	and	feeds	on	artefacts	including	letters	or	other	documents	(Tourangeau	and	Smith	1996).	If	no	artefacts	are	available	or	researchers	are	unable	to	find	an	existing	
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archive,	 they	 must	 reconstruct	 an	 archive	 based	 on	 available	 documents	(McCracken	and	Morgan	2009).	If	life	history	is	focused	on	the	bibliographical	aspect	of	the	respondents,	it	 is	 designed	 to	 capture	 every	 aspect	of	 the	 life	 history	of	 an	 individual.	This	means	 such	 an	 approach	 is	 not	 used	 to	 explore	 the	 lived	 experience	 of	 an	individual	 with	 a	 narrower	 focus	 on	 a	 specific	 topic	 within	 the	 life	 of	 an	individual.	Life	 history	 was	 therefore	 not	 an	 appropriate	 method	 for	 the	 above	research	question	because	the	focus	of	this	project	was	on	gaining	insights	from	texts	and	activities	 from	multiple	domain	experts	 in	project	management.	The	aim	was	not	to	understand	the	life	history	of	these	individuals.	
3.5 Research	approach	Building	 on	 the	 research	 philosophy	 presented	 above,	 the	 following	section	 presents	 the	 justification	 for	 the	 selected	 research	 methodology	 and	proposed	methodical	themes	for	this	research	project.	
3.5.1	Phenomenology	as	Methodology	The	research	question:		
What	are	project	manager	perceptions	of	the	benefits	of,	and	management	
environment	needed	to,	acquire,	store	and	maintain	experience	during	an	IS	
project?	Seeks	 to	 explore	 the	 domain	 of	 IS	 project	 management	 by	 gaining	 an	understanding	through	the	opinions	and	experiences	of	project	managers.	Phenomenology	 as	 a	 research	method	 seeks	 to	 acquire	 the	 essence	 of	experience.	(Morse	1994)	calls	it	the	study	of	phenomena	or	the	appearance	of	things.	Anything	that	becomes	apparent	is	potentially	of	interest,	regardless	if	it	is	 subjective	 or	 objective,	 empirical	 or	 imagined	 (van	 Manen	 1990).	Phenomenology	is	a	suitable	research	methodology	if	the	research	requires	the	experiences	 of	 domain	 experts,	 who	 are	 known	 as	 co-researchers	 in	phenomenological	studies.	
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This	study	aimed	to	build	on	current	practice	to	identify	how	this	practice	can	 be	 improved	 and	 to	 challenge	 the	 established	 view	 of	 experience	management	in	IS	projects.	Therefore,	this	research	was	exploratory	and	built	on	the	perceptions	of	experts	in	the	field	of	IS	project	management.	The	participants,	therefore,	 became	 co-researchers	 and	 were	 part	 of	 the	 phenomena.	 The	methodology	 was	 designed	 to	 encourage	 and	 capture	 co-researchers’	perceptions.	For	the	research	question	under	consideration,	phenomenology	was	the	preferred	 method,	 because	 the	 IS	 project	 management	 environments	 were	constituted	by	acts	of	 communication	and	posed	a	 fundamentally	 interpretive	problem.	Phenomenology	accepts	that	all	knowledge	of	the	social	world	depends	on	meaning	as	the	central	problem	(Boland	1986).	The	aim	of	 this	study	was	to	develop	an	understanding	of	key	concepts	relevant	to	project	managers	who	have	managed	a	large	number	of	projects.	This	research	 identified	 the	 commonalities	 and	 critical	 issues.	 This	 exploratory	investigation	used	the	experiences	of	long	term	project	manager	as	elements	of	the	 phenomena.	 To	 facilitate	 the	 capture	 of	 the	 rich	 experiences	 of	 all	 co-researchers	the	methodological	approach	by	van	Kaam	(1959;	1966),	as	modified	by	 Moustakas	 (1994),	 was	 appropriate	 to	 the	 research.	 This	 approach	 is	consistent	with	the	hermeneutic	phenomenological	(reductionist)	perspective.	The	 process	 for	 this	 phenomenological	 study	 was	 a	 formalistic	 and	rigorous	adoption	of	Moustakas	(1994)	adaptation	of	van	Kaam’s	(1959;	1966)	methodological	approach.		
3.5.2	The	process	of	essence	extraction	by	Moustakas	Moustakas	(1994)	presents	a	modified	version	of	the	phenomenological	process	which	can	be	used	to	explore	and	investigate	lived	experiences	through	textual-structural	 descriptions	 and	 structures	 of	 such	 experiences.	Moustakas	(1994)	 provides	 a	 conceptual	 framework	 for	 perception-based	phenomenological	research	which	is	aligned	with	the	interpretive	nature	of	the	research	question.	This	framework	also	provides	a	clear	structure	for	Epoché	to	
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manage	 the	 researchers’	 preconceptions	 about	 the	 phenomenon	 under	investigation.	This	chronological	framework	by	Moustakas	(1994)	provides	four	phenomenological	steps	for	data	analysis,	as	described	in	Table	5:	
Table	5:	Moustakas	(1994)	provides	four	phenomenological	steps	
Steps Description 
Phenomenological Epoché A fresh mind that is capable of observing a phenomenon 
without judgement. 
Phenomenological Reduction Invariant constituents of the lived experiences that 
contribute to the understanding without being vague, 
repetitive or overlapping. 
Imaginative Variation Variation of the possible meanings and perspectives of 
the phenomenon. Resulting themes are reflected to vary 
the possible meaning and perspectives to explore 
causality and precedence.  
Synthesis of Meanings and Essences A composite description of the meanings and essences of 
the lived experiences based on the imaginative variation. In	 addition	 to	 the	 steps,	 Moustakas	 (1994)	 also	 provides	 models	 such	 as	“emphasis	on	intuition,	imagination,	and	universal	structures"	(Moustakas,	1994,	p.22)	to	understand	the	highly	judgmental,	subjective	and	emotionally	attached	nature	of	individual	perceptions	which	influence	their	lived	experiences.	The	hermeneutic	circle	is	used	in	the	interpretation	phase	of	this	study	by	moving	forward	and	backwards	with	the	data,	starting	with	the	present	moment.	This	 process	 includes	 several	 steps	 (Pokorny	 2011),	 which	 can	 gainfully	 be	employed.	 First,	 the	 text	 (e.g.	 each	 transcript)	 is	 read	 carefully	 to	 ensure	familiarity	and	then	read	and	re-read,	while	the	recordings	are	played	over	and	over	simultaneously.	This	step	involved	playing	with	the	data	(van	Manen	1990).	Important	 ideas,	 words	 and	 phrases	 are	 highlighted	 on	 each	 transcript.	According	to	van	Manen	(1990),	one	must	be	aware	of	the	parts	and	the	whole.	Therefore,	 in	 choosing	 significant	 phrases	 or	 words	 within	 a	 transcript,	 the	researcher	must	maintain	a	mental	picture	of	the	mass	of	data.	Thus,	the	whole	process	is	indeed	circular,	pendular,	and	even	spiral.	
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3.6 Research	design	The	 following	 sections	 describe	 the	 strategies	 and	 procedures	 used	 to	gather	 and	 analyse	 the	 relevant	 data.	 Figure	 7	 depicts	 the	 hermeneutic	phenomenological	 research	 process	 adopted	 for	 this	 thesis.	 This	 research	process,	the	strategies	and	procedures	to	gather	and	analyse	the	relevant	data	as	well	 as	 the	 selection	 and	 enrolment	 of	 co-researchers	 are	 described	 in	more	detail	in	the	following	sections.	
	
Figure	7:	Hermeneutic	phenomenological	research	process	model	According	 to	 van	 Manen	 (1990),	 there	 is	 no	 single	 correct	 method	 to	analyse	data.	Nonetheless,	it	is	critical	that	the	analysis	is	conducted	in	harmony	with	the	correctly	chosen	philosophical	underpinnings	of	the	study	(van	Manen	1990),	 which	 was	 hermeneutic	 phenomenology	 in	 this	 thesis.	 As	 described	above,	this	research	followed	Moustakas’	(1994)	adaptation	of	van	Kaam’s	(1959;	1966)	 methodological	 approach	 to	 explore	 the	 lived	 experience	 of	 IS	 project	managers	with	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	
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The	 research	 presented	 in	 this	 thesis	 represents	 an	 interpretive	hermeneutic	phenomenological	study	that	relied	on	the	critical	reflection	of	the	lived	experience,	as	well	as	the	recollection,	of	IS	project	managers	to	identify	the	commonalities	 and	 critical	 issues	 that	 project	 managers	 find	 relevant.	Hermeneutics,	as	a	human	science,	goes	beyond	simple	observation	because	 it	requires	understanding	through	iterative	interpretation	of	the	lived	experience	(Creswell	2012).	Phenomenology	 is	a	research	tradition	 involving	the	study	of	the	 thing,	 which	 is	 rooted	 in	 philosophy	 and	 focuses	 on	 the	 lived	 experience	(Kaplan	 et	 al.	 2006;	 Cater-Steel	 and	 Al-Hakim	 2009;	 Lee	 et	 al.	 1997).	 As	determined	 above,	 an	 interpretative	 approach	 is	 suitable	 for	 exploring	 the	research	question:	 
What	are	project	manager	perceptions	of	the	benefits	of,	and	management	
environment	needed	to,	acquire,	store	and	maintain	experience	during	an	IS	
project?	A	stringent	method	was	an	appropriate	pathway	to	conduct	this	research	successfully,	however,	a	suitable	amount	of	flexibility	is	required	for	hermeneutic	phenomenology	research	(van	Manen	1990).		Moustakas	(1994)	identified	the	following	five	questions	that	assist	with	the	research	at	all	stages	of	the	process:	
Did	the	interviewer	influence	the	content	of	the	subjects’	descriptions	in	such	
a	 way	 that	 the	 descriptions	 do	 not	 truly	 reflect	 the	 subjects’	 actual	
experience?	
Is	 the	 transcription	accurate,	 and	does	 it	 convey	 the	meaning	of	 the	oral	
presentation	in	the	interview?	
In	the	analysis	of	the	transcriptions,	were	there	conclusions	other	than	those	
offered	by	the	researcher	that	could	have	been	derived?	Has	the	researcher	
identified	these	alternatives?		
Is	 it	 possible	 to	 go	 from	 the	 general	 structural	 description	 to	 the	
transcriptions	and	to	account	 for	 the	specific	contents	and	connections	 in	
the	original	examples	of	the	experience?		
Is	the	structural	description	situation	specific,	or	does	it	hold	in	general	for	
the	experience	in	other	situations?	(Moustakas	1994)	Moustakas’s	five	questions	provided	a	guiding	principle	to	the	application	
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of	 van	Manen’s	 themes.	The	 research	process	was	 regularly	evaluated	against	these	five	questions.	The	chronological	framework	(see	Table	5	in	section	3.5.3	by	Moustakas	(1994)	provides	four	phenomenological	steps	for	data	analysis.	
3.6.1	Co-researchers	To	 select	 appropriate	 co-researchers	 for	 hermeneutic	 phenomenology	research,	 the	guiding	principle	has	 to	be	based	on	people	who	have	 sufficient	lived	experience	in	the	area	of	the	study,	and	who	are	prepared	to	talk	and	share	their	experience	to	create	rich	and	relevant	stories	about	the	phenomenon	(van	Manen	1990).	At	the	onset	of	the	research,	it	was	unclear	how	many	co-researchers	were	required	to	gain	a	clear	understanding	of	the	subject	matter	to	reach	the	point	of	theoretical	 saturation.	 Moustakas	 (1994)	 suggests	 15	 participants,	 while	Creswell	 (1997)	 states	 that	 10	 long	 interviews	 are	 sufficient	 for	 a	phenomenological	investigation	(Moustakas	1994),	(Creswell	2012).	Managing	the	acquisition,	storage	and	maintenance	of	project	experience	are	centred	on	the	IS	project	manager,	and	hence	project	managers	were	the	ideal	co-researchers	to	assist	in	answering	the	research	question.	Understanding	the	full	complexity	of	experience	learning	in	the	context	of	IS	project	management	required	broadening	the	base	and	not	simply	relying	on	the	 views	 of	 project	 managers.	 It	 also	 involved	 learning	 from	 the	 concepts	available	 to	 project	 managers	 and	 commonly	 applied	 by	 project	 managers	involved	in	IS	projects	in	organisations	from	a	variety	of	industries	and	domains.	As	the	issue	of	experience	was	not	confined	to	a	specific	size	or	type	of	IS	project,	 it	 was	 desirable	 to	 talk	 to	 project	 managers	 who	 had	 experience	 in	managing	larger,	as	well	as	smaller,	IS	projects.	It	 was	 thus	 appropriate	 to	 select	 co-researchers	 who	 were	 project	managers	 with	 experience	 in	 managing	 multiple	 IS	 projects	 across	 different	domains	or	discipline	areas.	
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To	 secure	 participants	 for	 the	 research,	 IS	 project	 managers	 in	 large	organisations	were	contacted	and	the	ethical	implications	explained	(see	below).	If	 they	 consented	 to	 become	 co-researchers,	 a	 suitable	 time	 and	 place	 were	negotiated	to	conduct	a	focus	group	or	an	initial	interview	and,	if	required,	follow-up	sessions	were	conducted.	It	was	important	to	recruit	co-researchers	who	were	working	as	IS	project	managers	 on	 a	 day-to-day	 basis	 to	 understand	 their	 management	 of	 the	acquisition,	storage	and	maintenance	of	experiences	as	they	were	lived	and	by	the	research	question.	To	be	knowledgeable	about	the	issue	in	question,	it	was	essential	that	these	co-researchers	had	experience	in	leading	IS	projects	and	had	worked	across	multiple	IS	projects.	Table	6	below	includes	an	anonymised	overview	of	those	co-researchers	who	participated	 in	 data	 collection	 cycles	1	 and	 2,	 their	 general	 industry	 and	gender,	 an	 approximation	 of	 the	 co-researchers’	 IS	 project	 management	experience,	and	the	data	collection	cycle	in	which	they	participated.	
Table	6:	Co-researchers	for	all	data	collection	cycles	
# Alias Initial Industry Ethnicity Experience Cycle 
1 Michael Rutter MR Software (local) India 6 years 1 
2 Clair Dames CD Finance 
(multinational) 
Australia 20 years 1 
3 Jody Foster JF Consulting 
(multinational) 
Australia 10 years 1 
4 Karen Barnsdail KB Finance 
(multinational) 
Australia 8 years 1 
5 Ken Livingstone KL Consulting 
(multinational) 
USA 30 years 2 
6 Trevor Morgan TM Equity Australia 10 years 2 
7 Monique Sales MS Online Marketing India 15 years 2 
	 85	
# Alias Initial Industry Ethnicity Experience Cycle 
8 Tom Long TL Education (local) Scotland 12 years 2 
9 Adam Jones AJ Education (local) Australia 14 years 2 
10 Chris Thompson CT Booking Systems 
(multinational) 
Australia 35 years 2 
11 Zodiac 
Blumenthal 
ZB Telecom 
(multinational) 
Australia 20 years 2 
12 Teresa Clarke TC Consulting (local) Australia 30 years 2 
13 Sophie Nicolas SN Health Information 
Systems (local) 
Greece 20 years Evaluation 
14 Fouad Bari FB Industry support 
(multinational) 
UAE 15 years Evaluation 
15 Venki Sharma VS Software 
(multinational) 
India 6 years Evaluation 
16 Ben Pfeifer BP Analytics 
(multinational) 
Germany 10 years Evaluation 
3.6.2	Data	collection	In	interpretive	research,	the	researcher	is	instrumental	to	the	success	of	the	 project,	 and	 this	means	 interview	skills	 are	 critical	 (Sorrell	 and	Redmond	1995).	As	the	researcher,	I,	therefore,	employed	a	number	of	key	strategies	(e.g.	maintaining	eye	contact,	communicating	interest,	encouraging	the	interviewee,	remaining	 interested	 in	 the	 interview	 process,	 and	 using	 body	 language)	 to	contribute	to	a	successful	interview	or	focus	group	(Sorrell	and	Redmond	1995).	I	 felt	 it	 was	 important	 to	 provide	 an	 overview	 of	 the	 different	 data	collection	cycles	so	the	reader	could	appreciate	the	impact	that	each	individual	data	collection	event	had	on	the	analysis,	reflection,	biases	and	prejudices,	and	thus	do	justice	to	the	demands	of	the	hermeneutic	phenomenological	research	process.	Table	7	provides	an	overview	of	each	cycle,	the	data	collection,	the	co-researchers,	and	an	overview	of	the	key	outcomes	from	each	cycle.	
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Table	7:	Data	collection	cycles	overview	
  Cycle 1 Cycle 2 Cycle 3 
Cycle purpose 
Form an initial 
understanding of the 
problem domain 
Gain in-depth 
understanding of the 
themes relating to 
project experience 
Evaluation 
Data collection Focus group Individual interviews Individual interviews 
Co-researchers 4 project managers 8 project managers 4 project managers 
Data collection 
timeframe August 2013 During 2014 Late 2014 to mid 2015 
Chapter coverage Chapter 4, Chapter 5 and Chapter 6 
Chapter 4, Chapter 5 
and Chapter 6 Chapter 8 	 Table	 7	 shows	 that	 the	 hermeneutic	 phenomenological	 development	cycles	for	this	research	broadly	represented	three	stages	of	data	collection:	1. Initial	focus	group	(August	2013);	2. Eight	independent	interviews	(during	2014);	and	3. Four	evaluation	interviews	(late	2014	to	mid	2015).		The	 following	 sections	 summarise	 the	 development	 of	 understanding	through	the	hermeneutic	circles	that	lead	to	theoretical	saturation.	The	first	data	collection	cycle	(data	presented	in	section	4.4)	followed	the	literature	 review	 and	 was	 conducted	 as	 a	 focus	 group	 with	 four	 IS	 project	managers.	The	purpose	of	this	initial	focus	group	was	to	learn	how	the	theoretical	concepts	in	the	literature	related	to	the	lived	experience	of	the	project	managers	with	regards	to	the	research	question.	This	initial	focus	group	formed	the	basis	for	the	more	detailed	interviews	during	the	second	data	collection	cycle,	where	the	aim	was	to	discuss	the	themes	that	emerged	during	the	focus	group	and	to	further	explore	the	research	question.	The	second	data	collection	cycle	(data	presented	in	section	4.3)	took	the	form	of	eight	individual	in-depth	interviews	with	IS	project	managers.	This	cycle	
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was	motivated	by	the	aspiration	to	achieve	a	level	of	saturation.	That	is,	no	new	co-researchers	were	recruited	when	the	last	co-researcher	did	not	introduce	any	new	relevant	material	which	changed	the	balance	of	the	research	and	did	not	add	anything	relevant	to	the	true	meaning	of	the	topic	under	investigation.	The	 third	data	 collection	 cycle	 (presented	 in	Chapter	8),	 the	evaluation	cycle,	involved	conducted	individual	interviews	with	four	IS	project	managers	to	evaluate	the	findings	derived	from	the	second	data	collection	cycle.	These	project	managers	had	an	international	experience	managing	IS	projects,	which	provided	the	opportunity	to	evaluate	the	findings	from	an	international	perspective.	To	entice	participants	to	speak	openly	and	freely,	it	was	vital	to	provide	a	comfortable	environment	for	the	participants	(Morse	1994).	The	interviews	were	therefore	conducted	at	 the	 location	of	choice	 for	 the	participants,	 for	example,	their	 place	 of	 work	 or	 their	 preferred	 coffee	 shop.	 The	 focus	 groups	 were	conducted	within	the	University	in	a	comfortable	and	professional	setting.	Interviews	 included	 semi-structured	 questions	 as	well	 as	 unstructured	questions.	Semi-structured	questions	were	required	to	set	the	scene	and	to	open	the	 conversation	 to	 steer	 participants	 towards	 the	 research	 question.	Unstructured	 or	 open-ended	 questions,	 informed	 by	 the	 theoretical	 concepts	identified	in	the	literature	review,	were	required	to	identify	the	lived	experience	of	the	participants	and	to	ensure	that	all	aspects	of	the	conceptual	framework	in	Figure	5	were	covered.	Samples	of	questions	can	be	found	in	the	Appendix	2.	
3.6.3	Data	Management	The	following	sections	will	introduce	the	process	used	to	manage	the	data	collected	during	this	research	project.		
3.6.3.1	Data	storage	All	focus	groups	and	interviews	were	recorded	in	accordance	with	the	co-researchers’	 preference.	 All	 recordings	 were	 in	 digital	 format	 and	 were	transcoded	into	the	industry	standard	compressed	formats,	MP4	for	focus	groups	and	MP3	for	interviews.	
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Audio	 recordings	 were	 made	 on	 a	 conventional	 mobile	 phone	 using	 a	voice	recording	application.	The	mobile	phone	was	considered	to	be	a	standard	business	 utensil	 and	 therefore	 did	 not	 draw	 any	 unnecessary	 attention	 to	 the	recording.	Overall	 the	 co-researchers’	 comfort	 was	 paramount,	 with	 a	 focus	 on	minimising	the	potential	for	distractions	through	the	use	of	recording	equipment.	All	 recordings	 were	 transcribed	 using	 Microsoft	 Word.	 Derivative	documents	were	annotated,	categorised	and	appropriate	sorting	was	applied.	
3.6.3.2	Organisation	of	data	The	search	for	relevant	themes	commenced	as	soon	as	data	was	collected	(Burnard	 et	 al.	 2008)	 because	 identifying	 concepts	 or	 themes	 of	 importance	meant	 the	data	analysis	had	to	be	closely	 linked	to	the	time	of	data	collection.	Therefore,	 on	 completion	 of	 the	 interviews	 or	 focus	 groups,	 these	 were	transcribed	 verbatim.	 Initially,	 this	 process	 involved	 the	 individual	 text	 (the	participant’s	stories).	Once	emerging	words	and	concepts	developed	from	these	individual	parts,	these	were	then	reviewed	and	questioned	in	light	of	the	whole	perspective	and	questions	such	as	“Is	this	concept	shared	or	different	from	other	perspectives?”	 or	 “What	 does	 this	mean	 in	 relation	 to	 the	 phenomena?”	were	asked.	One	must	remember	such	things	as:	“Is	the	study	grounded	in	a	laying	open	
of	 the	 question?”	 (van	Manen,	 1990,	 p.	34).	 This	 process	was	 in	 constant	 flow	throughout	this	project.	The	research	question	was	considered	throughout	this	process.	Phenomenological	research	is	designed	to	capture	the	essence	of	the	lived	experience	 to	 identify	 a	 clear	meaning	 and	 structure.	 For	 the	 purpose	 of	 this	research,	the	analysis	was	based	on	the	lived	experience	of	IS	project	managers.	It	was,	therefore,	necessary	to	translate	the	collected	data	into	findings.	Themes	provided	by	van	Manen	(1990)	provided	a	sophisticated	and	accepted	method	for	 the	 analysis	 guided	 by	 Moustakas’s	 five	 questions.	 Regardless	 of	 the	application	 of	 the	 themes	 to	 the	 process	 of	 the	 fusion	 of	 horizons	 (Gadamer	2004),	the	outcome	of	each	research	project	adopting	this	methodology	is	unique.	
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The	initial	analysis	required	in-depth	involvement	with	the	data	through	a	process	that	Dey	(2003)	describes	as	 the	loosening	of	 the	soil	before	sowing	new	seeds.	This	 is	a	slow	and	 iterative	process	that	requires	strong	themes	to	emerge	through	reflection	and	interpretation	(Dey	2003).	
3.6.4	Data	Analysis	Qualitative	research	is	often	criticised	because	it	is	open	to	interpretation.	Therefore,	 it	 is	 crucial	 to	 demonstrate	 the	 rigour	 that	was	 followed	 to	 derive	research	findings.	To	achieve	rigour	and	to	be	in	line	with	the	phenomenological	method	 and	 the	 cyclical	 stages	 of	 the	 hermeneutical	 interpretation	 of	 data	(Gadamer	2004;	Moustakas	1994),	I	underwent	a	number	of	progressive	stages.	To	 analyse	 the	 data,	 I	 inspected,	 cleaned	 and	 transformed	 the	 data.	 To	provide	useful	information	and	to	draw	a	conclusion,	I	developed	a	conceptual	framework.	Guided	by	Gadamer	(1976),	Klein	and	Myers	(1999)	and	Moustakas	(1994),	 I	used	a	cyclical	process	 for	 the	textual	 interpretation	at	each	stage	of	knowledge	 refinement	 to	derive	a	new	horizon	of	understanding,	perpetuated	until	I	reached	the	essence	of	experience.	As	presented	in	section	3.6.2	the	data	was	collected	in	three	cycles.	The	first	cycle	identified	14	preliminary	topics	to	describe	 the	 phenomena	 (see	 section	 4.1.1).	 The	 second	 data	 collection	 cycle	provided	additional	insights	and	revealed	24	topics	(see	section	4.1.1).	The	third	and	final	data	collection	cycle	evaluated	the	overall	findings	and	did	not	reveal	any	relevant	new	topics	or	findings	(see	Chapter	8).	
3.6.4.1	Phenomenological	Epoché	According	to	Moustakas	(1994,	p.	85),	Epoché	is	the	theoretical	moment	where	the	researcher	is	forced	to	"expose	his	or	her	biases	in	order	to	enter	into	
the	individual's	life	world	and	use	the	self	as	an	experiencing	interpreter".	To	limit	my	personal	biases,	I	needed	to	develop	statements	of	personal	prejudices	and	self-reflection	related	to	each	phase	of	the	research.	The	documentation	of	these	biases	is	considered	an	effective	method	to	avoid	presumptions	because	it	makes	any	issues	explicit.	I	did	so	at	each	phase	of	the	research.		 	
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By	 setting	aside	presuppositions,	 theories,	 etc.,	my	ability	 to	 reveal	 the	lived	experience	of	my	co-researchers	would	be	significantly	decreased	(Creswell	2012;	 Smith	2007).	 Omitting	 this	process	 of	 reflection	 and	 confronting	 biases	would	 have	 resulted	 in	 a	 significant	 risk	 that	 I	 would	 fail	 to	 understand	 or	misjudge	meaning.	
3.6.4.2	Phenomenological	reduction	According	to	Moustakas	(1994),	phenomenological	reduction	is	designed	to	provide	a	rich	and	complete	textual	description	of	the	lived	experiences	of	the	co-researchers.	 The	 purpose	 is	 to	 reduce	 the	 natural	 world	 to	 the	 pure	phenomena	where	all	subjective	perspectives	are	suspended	to	allow	the	essence	of	the	phenomena	to	emerge.	Phenomenological	reduction	 includes	 listing	and	producing	preliminary	groupings	 of	 codes;	 reduction	 and	 elimination	 of	 codes;	 clustering	 and	thematising	 the	 invariant	 constituents;	 and	 construction	 of	 individual	 and	composite	 textural	 descriptions	 of	 the	 phenomena.	 Each	 of	 these	 will	 be	described	in	more	detail	in	the	following	sections.	
Listing	and	producing	preliminary	groupings	of	codes	
The	 listing	 and	 preliminary	 grouping	 process	 involve	 reading	 and	rereading	the	co-researchers’	transcripts	to	identify	those	"parts"	of	the	text	that	are	relevant,	on	the	"whole",	to	understand	the	lived	experience,	from	which	the	fundamental	meaning	of	 each	 co-researchers’	perspective	 can	be	derived	 (van	Manen	1990).		Coding	is	achieved	through	an	iterative	engagement	with	the	transcripts	of	all	 the	 interviews	and	through	a	written	analysis	process.	Each	 interview	is	considered	as	a	whole,	as	well	as	moving	backwards	and	forwards	through	the	hermeneutic	circle	 to	provide	the	pathway	to	uncover	the	phenomenon	under	investigation.	Data	is	coded	according	to	“who,	what,	when,	where,	why?”	(Dey	2003);	keywords,	 as	 well	 as	 sentences,	 were	 compiled	 into	 a	 series	 of	 tables	 using	NVIVO.	 This	 process	 facilitated	 the	 identification	 of	 themes	 by	 extracting	
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statements,	ideas	or	words	in	a	tabulated	fashion	so	that	these	were	grouped	by	keywords,	concepts,	sub-themes	or	themes.	The	purpose	of	listing	and	producing	preliminary	 groupings	 of	 codes	 was	 to	 reduce	 the	 data	 and	 at	 same	 time	complicate	the	data	(Coffey	and	Atkinson	1996).	This	was	achieved	by	breaking	up	 the	 data	 into	 smaller,	 more	 general	 categories	 while	 at	 the	 same	 time	expanding	the	data	to	achieve	a	new	level	of	interpretation	and	to	formulate	new	questions.	Coding	of	 long	 interviews	and	 focus	groups	 is	an	 involved	process	 that	takes	substantial	time.	It	requires	filtering	for	duplication	and	the	segmentation	of	phrases	to	identify	themes	and	sub-themes	(Coffey	and	Atkinson	1996).	This	process	resulted	in	several	tables	that	captured	key	phrases	from	participants.	These	phrases	contained	keywords	and	the	table	was	organised	by	ideas.	The	process	of	coding,	including	re-contextualisation	of	data,	provides	a	process	for	meaningful	data	extraction	that	provides	the	basis	for	interpretation.	The	final	result	of	coding	provides	reduced	data	that	exposes	themes	and	sub-themes	with	 common	meaning	 (Coffey	 and	 Atkinson	 1996).	 Examples	 in	 this	study	of	how	transcript	text	was	coded	to	particular	emergent	themes/elements,	or	existing	ones	from	the	literature,	is	presented	in	Chapter	4.		
Reduction	and	elimination	
The	process	of	reduction	and	elimination	involved	me	reflecting	on	each	transcript	to	eliminate	those	statements,	including	the	corresponding	common	codes,	which	did	not	contribute	to	understanding	project	manager	perceptions	of	the	 benefits	 of,	 and	 management	 environment	 needed	 to,	 acquire,	 store	 and	maintain	experience	from	an	IS	project.	The	purpose	of	this	process	is	to	derive	a	horizon	of	experience	that	consists	of	the	lived	experience	and	everything	in	the	vision	 of	 a	 particular	 co-researcher.	 Any	 repetitive,	 overlapping	 or	 vague	statements	were	eliminated	to	reveal	a	specific	perspective	on	their	management	of	 the	 acquisition,	 storage	 and	maintenance	 of	 IS	 project	 experience.	 Each	 co-researcher	 contributes	 their	 own	 lived	 experiences	 and	 perceptions	 of	 the	phenomena,	 and	 the	 purpose	 of	 this	 research	 was	 to	 consolidate	 these	experiences	and	perceptions	into	a	consistent	whole	(Gadamer	2004).	
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Clustering	and	thematising	the	invariant	constituents	
At	this	stage	of	the	research,	I	clustered	the	common	codes,	discussed	by	multiple	 co-researchers	 into	horizons	 that	 stand	out.	These	were	 listed	as	 the	invariant	constituents	of	experience	and	clustered	into	common	themes	relating	to	the	benefit	of	and	the	management	environment	for	the	acquisition,	storage	and	maintenance	of	IS	project	experience.		Van	 Manen	 (1990)	 outlines	 three	 approaches	 to	 isolate	 thematic	statements:	1. The	holistic	or	sententious	approach;	2. The	selective	or	highlighting	approach;	or	3. The	detailed	or	line	by	line	approach	(van	Manen	1990).	According	 to	 van	 Manen	 (1990),	 the	 meaning	 of	 themes	 in	phenomenological	research	refers	to	order	and	control	for	the	research	and	in	writing.	
Phenomenological	 themes	 may	 be	 understood	 as	 the	 structures	 of	
experience.	 So	 when	 we	 emphasise	 a	 phenomenon,	 we	 are	 trying	 to	
determine	what	 the	 themes	are,	 experiential	 structures	 that	make	up	 the	
experience.	It	would	be	simplistic,	however,	to	think	of	themes	as	conceptual	
formulations	or	categorical	statements	(van	Manen	1990,	p.	78).	Some	of	the	themes	that	were	devised	during	the	analysis	were	explicit,	easily	revealed,	and	therefore	readily	identifiable	as	meaningful	in	the	analysis.	Implicit	themes,	by	contrast,	were	meanings	that	were	often	hidden	behind	layers	of	phrases	and	text	and	were	only	uncovered	once	these	layers	were	unpacked.		This	 process	 of	 clustering	 enabled	me	 to	 fully	 reflect	 on	 “the	 essential	
themes	which	characterise	the	phenomenon”	(van	Manen,	1998,	p.	30). Relevant	 statements	 around	 the	 co-researchers’	 perceptions	 were	thematised	 based	 on	 commonalities	 of	 the	 lived	 experience	 evident	 in	 the	transcripts.	 This	 required	 an	 in-depth	 understanding	 of	 each	 co-researchers’	perceptions.	
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Individual	and	composite	textural	descriptions	of	the	phenomena	
Moustakas	 (1994)	 suggests	 the	 development	 of	 textural-structural	 and	composite	descriptions	of	the	phenomena	to	enable	rigorous	analysis	during	the	phenomenological	 process.	 I	 achieved	 effective	 representation	 of	 the	phenomenological	phases	by	combining	the	textural	and	structural	descriptions	into	the	single	textural-structural	description.	Examples	of	these	descriptions	are	presented	in	sections	4.3	and	4.4.	Through	 the	 integration	 of	 all	 individual	 textural	 descriptions	 and	 the	identified	 themes,	 I	 was	 able	 to	 derive	 a	 composite	 textural	 description.	 A	composite	description	of	the	phenomena	reveals	"the	meanings	and	essences	of	
the	experience,	representing	the	group	as	a	whole”	(Moustakas,	1994,	p.	121).	This	analysis	is	presented	in	Chapter	5.	Composite	textual	descriptions	supported	me	in	 identifying	 similarities	 and	 differences	 in	 the	 co-researchers’	 lived	experiences.	 These	 descriptions	 also	 form	 the	 foundation	 for	 the	 imaginative	variation	explained	in	the	next	section.	
3.6.4.3	Imaginative	variation	Imaginary	variation	is	the	“utilization	of	imagination”	(Moustakas,	1994,	p.	97)	in	which	I	engaged	to	consider	the	potentially	valid	interpretations	of	the	evidence	 and	 to	 derive	 an	 understanding	 of	 how	 the	 themes	 impacted	 the	research	phenomenon.		The	 imaginary	variation	described	 in	Chapter	6,	 involved	clustering	the	structural	themes	from	the	reduction	stage,	and	the	structural	descriptions	for	each	 co-researcher,	 to	 establish	 and	 vary	 the	 potential	 meanings	 to	 "make	 a	
phenomenon	what	it	is	and	without	which	the	phenomenon	could	not	be	what	it	is”	(van	Manen	1990,	p.	107).	This	process	requires	careful	examination,	reflection	and	 explanation	 of	 all	 the	 possibilities	 to	 identify	 what	 is	 essential	 (Moreno	2002).	Any	transformed	expression	needed	to	be	related	to	the	co-researchers’	lived	 experiences	 to	 recognise	 the	 link	 between	 their	 experience	 and	demonstrate	it	as	an	experience	I	could	have	had	(Moustakas	1994).	
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3.6.4.4	Synthesis	of	Meanings	and	Essences	Synthesis	was	the	stage	where	I	intuitively	and	reflectively	integrated	the	composite	 textural	and	structural	descriptions	to	build	a	synthesis	of	meaning	and	essence	(Moustakas	1994).		
“[…]	phenomenology	attempts	to	systematically	develop	a	certain	narrative	
that	 explicates	 themes	 were	 remaining	 true	 to	 the	 universal	 quality	 or	
essence	of	a	certain	type	of	experience”	(van	Manen	1990,	p.	97).		This	process	of	explication	is	part	of	Gadamer’s	fusion	of	horizons	where	experience	 that	 is	 expressed	 through	 phrases	of	 co-researchers	 is	 intersected	with	 the	 researchers	 own	 ideas,	 as	 part	 of	 the	 flux	 and	 flow	 of	 the	 fusion	 of	horizons.	Synthesis	was	 the	 process	where	 pieces	 of	 knowledge	were	 reconciled	with	the	whole	to	show	the	development	of	the	horizons	of	understanding	into	findings.	Each	of	the	previous	steps	culminated	in	presenting	a	vivid	picture	of	experience	to	“transform	lived	experience	into	a	textual	expression	of	its	essence”	(van	Manen,	1998,	p.	36).		Chapter	7	presents	the	synthesis	of	meaning	and	essence	and	its	evidence.	Through	this	phenomenological	process,	I	was	able	to	develop	an	understanding	or	“final	truth"	of	the	lived	experience	of	my	co-researchers	as	it	stands	today.	I	was	able	to	gain	a	holistic,	untainted	and	new	viewpoint	on	the	co-researchers’	perceptions	of	the	benefits	of,	and	management	environment	needed	to,	acquire,	store	and	maintain	experience	from	an	IS	project.	
3.6.5	Trustworthiness	and	theoretical	saturation	Lincoln	 and	 Guba	 (1985)	 introduced	 a	 four-point	 criterion	 for	trustworthiness	 to	 replace	 the	 traditional	 positivist	 criterion	 with	 a	 more	interpretative	 approach	 using	 “dependability,	 confirmability,	 credibility”	 and	“transferability”	 to	 replace	 “consistency,	 neutrality,	 truth	 value”	 and	“applicability”	(Lincoln	et	al.	2011).	Lincoln	and	Guba	(1985)	also	refer	 to	"multiple	constructed	realities"	as	compared	to	"single	tangible	reality"	(Lincoln	and	Guba	1985,	p.	295).	This	view,	
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however,	 makes	 it	 difficult	 to	 judge	 the	 trustworthiness	 of	 research,	 because	relativism	 does	 not	 facilitate	 "truth".	 In	 acknowledgement	 of	 this	 complexity,	Guba	and	Lincoln	(1989)	propose	a	fifth	criterion,	“authenticity",	to	be	consistent	with	the	view	that	research	only	represents	a	learned,	but	possibly	temporary,	consensus	of	 the	truth	(Guba	and	Lincoln	1989).	Authenticity	 is	demonstrated	when	 researchers	 represent	 a	 variety	 of	 different	 realities	 to	 develop	 a	more	sophisticated	understanding	of	the	phenomenon.	To	develop	a	sophisticated	understanding,	articulated	views	of	the	lived	experience	of	co-researchers	provide	the	pieces	of	the	knowledge	puzzle	that	are	acquired	 through	 the	 principles	 of	 hermeneutic	 phenomenology.	 The	 primary	goal	of	hermeneutic	enquiry	is	to	understand	a	phenomenon	under	investigation	(Gadamer	2004).	This	goal	is	facilitated	through	an	iterative	process	of	balancing	pieces	of	experience	to	evolve	a	horizon	of	understanding	(Gadamer	2004).	The	 research	question	 for	 this	 thesis	 is	 to	understand	project	manager	perceptions	of	the	benefits	of,	and	management	environment	needed	to,	acquire,	store	and	maintain	experience	from	an	IS	project.	To	develop	this	understanding,	project	managers	with	relevant	experience	were	deployed	as	co-researchers	and	their	 knowledge	 was	 analysed	 through	 textual	 transcripts	 and	 derivative	documents	(Gadamer	2004).	Through	a	process	of	data	synthesis,	the	increasing	co-researchers’	 data	 evolved	 into	 a	 horizon	 of	 understanding.	 This	 horizon	 of	understanding	 was	 constantly	 reflected	 against	 the	 collected	 data	 until	 it	reflected	an	accurate	understanding.	A	 state	 of	 theoretical	 saturation	 was	 reached	 when	 the	 horizon	 of	understanding	 remained	 constant	 against	 any	 additional	 data	 being	 analysed.	This	 meant	 that	 the	 horizon	 regarding	 the	 focus	 of	 research	 question	 was	constant.	At	this	point,	any	additional	data	did	not	impact	the	understanding,	and	therefore	the	state	of	theoretical	saturation	was	achieved.	If	the	addition	of	new	data	altered	the	understanding,	then	this	new	data	needed	to	be	synthesised	with	the	existing	understanding.		Specifically,	 in	 this	 study,	 theoretical	 saturation	was	 achieved	 after	 the	second	cycle;	the	individual	interviews	with	project	managers	(see	Table	7).	At	
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this	 point,	 additional	 data	 did	 not	 conflict	 with	 my	 understanding	 of	 project	manager	perceptions	of	the	benefits	of,	and	management	environment	needed	to,	acquire,	store	and	maintain	experience	from	an	IS	project.	Through	the	hermeneutic	phenomenological	process	of	thematising	and	reduction,	 interviews	with	 ZB	 and	 TC	 reaffirmed	 the	 themes	 and	 sub-themes	from	the	previous	interviews.	Despite	achieving	theoretical	saturation	after	cycle	two,	 I	 decided	 to	 evaluate	 the	 insights	 through	 a	 third	 cycle	 involving	project	managers	from	other	countries.	I	presented	the	co-researchers	with	the	horizon	of	understanding	to	evaluate	the	 findings.	By	the	completion	of	 the	evaluation	interviews	the	co-researchers	had	confirmed	the	key	themes.	This	was	the	stage	where	theoretical	saturation	was	reached	through	consensus	on	the	key	themes	relevant	to	the	research	question.	This	was	further	reaffirmed	through	a	number	of	 overlaps	 in	 the	 co-researchers	 perceptions	 of	 the	 pertinent	 themes	 which	further	emphasised	the	relevance	of	such	themes	to	verify	the	state	of	theoretical	saturation.	Once	this	was	achieved	the	research	was	concluded	and	successful.	
3.6.6	Ethical	considerations	This	 research	 engages	 humans	 as	 co-researchers,	 and	 it	 is	 our	responsibility	 to	 ensure	 this	 is	 done	 ethically.	 Further,	 it	 is	 a	 requirement	 of	Deakin	University	that	any	research	with	human	involvement	must	go	through	an	 approval	 process	 by	 the	 human	 research	 ethics	 committee	 of	 Deakin	University.	This	was	also	pertinent	to	this	PhD	study.	
3.6.6.1	Informed	consent	The	required	ethics	application	included	information	about	the	nature	of	the	 investigation,	 the	 selection	 of	 participants,	 a	 plain	 language	 statement,	 a	consent	form	for	each	participant	to	provide	informed	consent	and	a	statement	to	assure	participants	 confidentiality	as	well	 as	 relevant	guidelines	on	how	 to	conduct	research	ethically.	
3.6.6.2	Anonymization		Each	 participant	 in	 the	 research	 was	 allocated	 a	 consistently	 used	pseudonym.	To	ensure	that	potential	gender	bias	could	be	identified,	information	
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about	 gender	 was	 maintained.	 Where	 relevant,	 participants’	 experience	 in	project	management	was	maintained.	As	all	participants	were	project	managers,	their	title	was	maintained	for	all	participants.	
3.6.6.3	Data	storage	and	access	As	part	of	providing	informed	consent,	all	participants	were	informed	that	access	to	their	individual	contributions	was	available	and	all	participants	were	provided	with	a	copy	of	the	Microsoft	Word	transcripts.	Participants	were	also	provided	with	an	opportunity	to	modify	or	even	withdraw	their	contribution	at	any	time	before	the	completion	of	this	research.	All	 the	 original	 digital	 recordings,	 as	 well	 as	 the	 Microsoft	 Word	transcripts	and	all	other	files,	created	in	the	cause	of	this	research,	are	securely	stored	by	the	researcher	at	Deakin	University	under	lock	and	key	for	a	period	of	six	years	after	publication.	
3.7 Summary	The	 research	 question	 seeks	 to	 explore	 the	 perceptions	 of	 project	managers	regarding	the	benefits	of,	and	management	environment	needed	for	the	acquisition,	storage	and	maintenance	of	experience	from	an	IS	project.	This	focus	on	the	day-to-day	opinions	and	views	of	project	managers	meant	that	no	further	 facts	 or	 figures	 were	 required	 to	 support	 this	 study.	 Consequently,	 a	qualitative	research	approach	was	most	suitable	(Creswell	2012).		In	this	chapter,	I	established	the	need	for	a	research	approach	that	could	facilitate	 research	 in	 an	 environment	 that	 was	 subjective	 and	 open	 to	interpretation	and	concluded	a	 constructivist-interpretive	paradigm	was	most	appropriate	for	this	type	of	research.	Because	this	research	focused	on	the	project	managers’	lived	experience	and	opinions,	phenomenological	research	was	found	to	be	the	most	suitable	methodology.	The	 key	 source	 of	 data	 was	 the	 knowledge	 of	 domain	 experts	 with	experience	 in	 the	 field	 of	 study.	 As	 this	 research	 focused	 only	 on	 experience	management	 from	the	perspective	of	project	managers,	only	project	managers	
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who	had	completed	IS	projects	in	the	past	were	suitable	as	co-researchers.	Co-researchers	were	recruited	based	on	their	years	of	experience,	and	the	size	of	the	organisation	in	which	they	managed	IS	projects.		The	 hermeneutic	 process	 within	 the	 phenomenological	 methodology	addressed	 the	 issue	 of	 research	 bias	 and	 prejudice,	 as	well	 as	 historicity.	 The	research	methodology	was	guided	by	Moustakas	(1994)	and	Gadamer	(2004).	I	chose	 Hermeneutic	 Phenomenology	 for	 this	 research	 because	 it	 enabled	 co-researchers	to	reveal	their	views	and	share	their	lived	experiences.	The	 data	 collection	 for	 the	 study	 commenced	 with	 an	 initial	 cycle	involving	 a	 focus	 group	 to	 determine	 the	 appropriateness	 of	 the	 problem	scenario.	 The	 core	 research	 and	 second	 cycle	 involved	 conducting	 interviews.	The	study	ended	with	a	third	cycle	comprising	evaluation	interviews.	Phenomenological	analysis	was	performed	following	data	collection,	and	emergent	results	were	reviewed	to	determine	a	degree	of	understanding.	This	iterative	process	was	continued	until	the	research	objective	was	achieved	at	the	end	of	the	second	cycle,	and	evaluated	during	the	third	cycle.	
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Chapter 4 
Chapter	4 –	Phenomenological	reduction	and	textual-
structural	description	
“It is a capital mistake to theorise before one has data.” 
(Conan Doyle 1891) 
	
4.1 Introduction	This	chapter	describes	the	rigorous	phenomenological	analysis	 through	the	investigation	of	experiences	as	we	live	it	rather	than	how	we	conceptualise	it.	This	is	done	by	reflection	on	essential	themes	that	characterise	the	phenomenon,	followed	 by	 a	 description	 of	 the	 phenomenon	 through	 the	 art	 of	 writing	 and	rewriting.	 Hermeneutic	 cycles	 occurred	 throughout	 the	 data	 collection	 and	analysis,	 with	 any	 new	 data	 reconciled	 alongside	 the	 existing	 knowledge	 and	understanding.		The	narratives	I	present	in	this	chapter	represent	the	lived	experience	of	project	managers	with	managing	 the	 acquisition,	 storage	 and	maintenance	 of	experience	 in	 IS	 projects.	 It	 is	 presented	 by	 means	 of	 textual-structural	description	of	the	narratives	provided	by	the	co-researchers	in	this	project.	This	presentation	is	reflective	of	the	analysis	and	thematisation,	and	therefore	section	4.1	describes	the	steps	through	which	the	thematic	structure	was	revealed.	These	follow	the	research	process	as	described	in	section	3.6	and	covers	the	listing	and	preliminary	 groupings	 of	 codes,	 the	 reduction	 and	 elimination	 as	 well	 as	 the	clustering	of	 the	 invariant	 constituents	 into	 themes.	 The	 six	 themes	 emerging	through	this	process	provide	the	structure	and	makeup	for	the	textual-structural	representation.	For	the	sake	of	brevity,	to	present	a	synthesis	of	the	meaning	and	essence	associated	with	 the	 lived	 experience	 of	 the	 project	managers	who	 joined	 this	research	 as	 co-researchers,	 I	 present	 a	 representative	 selection	 of	 the	 data	collection	 of	 the	 first	 two	 cycles.	 Section	 4.3	 presents	 a	 textual-structural	
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representation	of	the	initial	focus	group	from	the	first	data	collection	cycle,	while	section	4.4	presents	a	textual	structural	representation	of	two	interviews	from	the	second	data	collection	cycle.		As	per	Gadamer’s	(2004)	notion	that	Weltanschauung	is	always	fluid	and	never	 fully	 completed	 (see	 section	 3.3.3),	 I	made	my	Weltanschauung	 explicit	throughout	the	research	process	through	Epoché	at	each	key	stage	(e.g.	sections	4.2,	 4.3.2,	 4.4.2,	 4.5	 and	 8.6)	 by	 following	 the	 Hermeneutic	 philosophy	 as	presented	in	Chapter	3.	The	 essential	 themes	 identified	 from	 cycles	 1	 and	 2	 are	 presented	 in	Chapter	5,	insights	gained	from	the	evaluation	cycle	will	be	presented	in	Chapter	8.	
4.2 Phenomenological	reduction	To	 conduct	 this	 research,	 I	 followed	 the	 research	 design	 described	 in	section	3.6.	 I	enrolled	16	co-researchers	over	cycles	1	to	3,	which	generated	a	significant	amount	of	data.	All	 co-researchers	(detailed	description,	 enrolment	and	selection	of	co-researchers	see	section	3.6.1)	have	significant	experience	in	IS	 project	 management.	 The	 first	 data	 collection	 cycle	 was	 informed	 by	 an	extensive	 literature	 review,	which	 led	 to	an	 initial	 conceptual	 framework.	The	initial	 focus	group	 (cycle	1)	uncovered	13	emergent	 topics.	These	 topics	were	refined	 to	 advance	 the	 emergent	 thematic	 framework	 after	 the	 individual	interviews	from	the	second	data	collection	cycle.	Through	the	 first	and	second	cycles,	I	identified	a	total	of	23	topics.	Through	the	process	of	phenomenological	reduction	 described	 in	 this	 section,	 six	 themes	 emerged	 that	 provide	 the	structure	 and	 makeup	 for	 the	 textual-structural	 representation	 presented	 in	sections	4.3	and	4.4.	
4.2.1	Listing	and	preliminary	groupings	After	the	initial	focus	group	(first	cycle),	the	recordings	were	transcribed	and	 imported	 into	NVIVO.	 I	applied	open	coding	to	 identify	 those	aspects	 that	presented	some	importance	to	the	co-researchers	with	regards	to	managing	IS	
	 101	
project	experience.	For	example,	I	coded	the	theme	‘mentoring’	when	Clair	Dames	referred	to	experience	being	managed	by	senior	managers	having	a	long-standing	level	of	experience	within	the	organisation,	and	making	themselves	available	to	newer	and/or	more	junior	staff	during	the	early	phases	of	a	project.	A	 number	 of	 topics	 identified	 included	 culture,	 communication,	 value,	complexity	and	organisational	structure.	Derivative	 documents	 were	 created	 through	 NVIVO	 by	 extracting	 all	statements	 from	 the	 same	 topic	 so	 that	 each	 document	 only	 contained	 the	discussion	 pertinent	 to	 that	 topic.	 These	 topic-specific	 documents	 forced	 a	different	perspective	to	my	initial	expectations	and	thus	served	the	hermeneutic	process	through	engagement	with	the	data	(Gadamer	2004;	Moustakas	1994).	With	each	of	these	documents	focused	on	a	single	topic,	the	hermeneutic	purpose	of	 engagement	 with	 the	 data	 assisted	 with	 the	 management	 of	 biases	 and	prejudices	(Gadamer	2004;	Moustakas	1994)	by	confronting	and	not	interpreting	the	data.	For	a	complete	understanding	of	a	phenomenon,	or	lived	experience,	it	is	essential	to	reflect	fully	on	the	lived	experience	of	people.	With	each	derivative	document	 focused	 on	 a	 single	 topic,	 I	 had	 to	 confront	 the	 data	 without	 the	introduction	 of	 bias	 or	 prejudice,	 where	 the	 data	 must	 speak	 for	 itself.	 This	process	 is	 not	 based	 on	 objective	 understanding	 but	 is	 achieved	 through	reflection	by	the	researcher	with	the	aim	of	identifying	the	special	significance.	It	is	the	synthesis	of	the	findings	from	hermeneutic	phenomenological	research	that	is	the	essence	that	grounds	the	things	of	our	experience,	which	is	the	purpose	of	this	research.		The	completion	of	this	process	set	the	scene	for	identifying	a	number	of	initial	topics	pertinent	to	the	research.	The	emergent	14	topics	from	the	initial	focus	group	are	listed	in	Table	8	below:		 	
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Table	8:	Emergent	topics	from	the	first	cycle	
Claire Dames Jodie Foster Karen Barnesdail Michael Rutter 
Culture Culture Culture Culture 
Communication Communication Communication Communication 
Evaluation Not applicable Not applicable Not applicable 
Value Value Not applicable Not applicable 
Accessibility Accessibility Not applicable Not applicable 
Benefit proposition Benefit proposition Not applicable Not applicable 
Mentoring Mentoring Mentoring Mentoring 
Models Not applicable Models Not applicable 
Change Not applicable Not applicable Not applicable 
Complexity Complexity Not applicable Complexity 
Org structure Org structure Org structure Org structure 
Transparency Not applicable Not applicable Not applicable 
Not applicable Technology Not applicable Not applicable 
Not applicable Lack of systems Not applicable Not applicable My	engagement	with	the	co-researchers,	or	domain	experts,	to	investigate	the	lived	experience	of	project	managers	during	this	first	focus	group	provided	the	 foundation	 to	 identify	 14	 preliminary	 topics	 to	 describe	 the	 phenomena.	Through	 my	 continuous	 dialogue	 with	 the	 concepts,	 words	 and	 phrases	associated	with	the	topics,	it	later	emerged	that	the	initial	14	topics	associated	with	project	manager	perceptions	of	managing	IS	project	experience	were	too	granular,	with	some	crossover.		I	 found	 that	 thematic	 commonalities	 materialised	 during	 the	 next	hermeneutic	 cycle,	 where	 I	 engaged	 with	 individual	 interviews	 and	 the	
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description	 of	 the	 phenomena.	 These	 thematic	 commonalities	 are	 detailed	 in	section	4.1.2	below.		After	the	completion	of	the	first	cycle,	I	embarked	on	the	second	cycle	with	individual	interviews	and	further	analysis.	The	textual	structure	representations	in	 section	 4.4	 offer	 a	 good	 illustration	 of	 the	 overall	 analysis	 across	 all	 eight	interviews.	This	analysis	is	based	on	the	quest	for	the	truth	through	the	constant	evaluation	 of	 the	 study	 framework	 against	 each	 of	 the	 individual	 statements	made	by	the	co-researchers.	Each	individual	contribution	of	the	co-researchers	was	analysed	and	considered	as	part	of	 the	whole.	This	was	a	cyclical	process	through	which	the	topics,	as	described	above,	emerged.		These	 interviews	were	 driven	 by	 the	 desire	 to	maintain	 high	 levels	 of	integrity	 and	 not	 to	 settle	 for	 superficialities.	 The	 lived	 experience	 was	represented	in	exactly	the	same	way	as	it	presented	itself	during	the	interview.	The	 initial	 14	 topics	 identified	 from	 the	 focus	 group	 formed	 the	 basis	 for	 the	coding	and	analysis	of	the	individual	interviews	in	the	second	cycle.		Interview	 transcripts	 were	 carefully	 analysed	 to	 produce	 a	 textual	description	 of	 the	 phenomena	 to	 include	 the	 project	 managers’	 experiences,	fears,	 thoughts,	 ideas,	 beliefs	 and	 recommendations,	 while	 also	maintaining	 a	strong	focus	on	the	research	question.	All	statements	pertinent	to	the	research	question	 and	 sub-questions	were	 identified	 in	 the	 transcripts	 and	 assessed	 in	isolation.	 Once	 this	 analysis	 was	 completed,	 every	 individual	 statement	 was	grouped	with	corresponding	statements,	at	first	against	the	initial	14	topics	from	cycle	1.	If	required,	new	topics	were	added	to	gain	a	holistic	understanding	of	the	co-researchers	 experiences	 by	 “trying	 to	 determine	 what	 the	 topics	 are,	 the	
experiential	structures	that	make	up	that	experience”	(van	Manen,	1998,	p.79).	The	 individual	 interviews	 emphasised	 the	 significance	 of	 the	 14	 topics	found	through	the	analysis	of	the	focus	group	(cycle	1)	and	added	ten	topics	to	describe	the	phenomena.	An	overview	of	the	topics,	number	of	sources	and	the	number	of	references	is	provided	in	Table	9	below.	Table	9	identifies	each	topic,	the	number	of	co-researchers	referencing	the	respective	topic,	and	the	number	of	references	of	each	respective	topic	across	the	first	two	data	collection	cycles.	
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Table	9:	Analysis	of	topics	for	the	combined	cycles	1	and	2	
# Topic  Co-Researchers References 
1 Client involvement 4 7 
2 Confidentiality 1 1 
3 Accepted practice 10 26 
4 Culture 10 24 
5 Regulation 1 1 
6 Domain specific 1 2 
7 Incentives 1 1 
8 Communication 11 64 
9 Evaluation 6 9 
10 Value 9 14 
11 Accessibility 7 14 
12 Benefit proposition 8 19 
13 Lack of systems 5 9 
14 Mentoring 7 12 
15 Models 9 33 
16 PMO 3 5 
17 Tools 5 14 
18 Change 8 25 
19 Complexity 10 43 
20 Org structure 11 53 
	 105	
# Topic  Co-Researchers References 
21 Outsourcing 1 1 
22 Systems 7 23 
23 Technology infrastructure 5 14 
24 Transparency 3 4 With	the	analysis	of	each	additional	interview,	it	was	essential	to	evaluate	constantly	each	individual	statement	to	determine	its	significance	to	the	research	question.	This	approach	requires	a	continuous	dialogue	with	the	concepts,	words	statements	of	the	co-researchers	to	uncover	their	true	meaning.	This	stage	of	the	phenomenological	 analysis	 process	 helped	 to	 identify	 and	 isolate	 statements,	concepts	and	redundant	topics.	Using	the	technique	of	hermeneutics	facilitated	the	 ongoing	 evaluation	 for	 a	 deeper	 understanding	 of	 the	 co-researchers’	experiences	and	facilitated	the	evolution	of	themes	and	groupings.		The	 24	 topics	 relating	 to	 project	 manager	 perceptions	 of	 managing	experience	in	IS	projects	became	rather	granular,	often	with	some	crossover.	This	was	the	point	where	the	concept	of	“theme”	(Moustakas	1994)	was	finalised	to	maintain	consistency.		
4.2.2	Reduction	and	elimination	At	this	point,	it	became	evident	that	some	of	the	original	topics	begun	to	overlap.	I	therefore	decided	to	identify	pertinent	groupings	to	reflect	better	the	topics	 discussed.	 By	 applying	 the	 technique	 of	 hermeneutics	 and	 through	continuous	dialogue	and	the	process	of	reduction,	a	more	refined	picture	began	to	 emerge.	 This	 process	 of	 reduction	 and	 elimination	 from	 the	 perspective	 of	specific	co-researchers	on	managing	the	acquisition,	storage	and	maintenance	of	experience	 in	 IS	 projects	 was	 a	 simple	 hermeneutic	 scaffolding	 technique	 to	develop	 the	 horizon	 of	 understanding	 (Gadamer	 2004).	 To	 establish	 the	 new	horizon	 of	 understanding,	 it	 was	 necessary	 to	 reflect	 on	 each	 co-researcher’s	transcript	 and	 eliminate	 vague,	 repetitive	 and	 overlapping	 statements.	 I	 used	NVIVO	 to	 identify	and	group	co-researchers’	statements	by	 topic	 to	be	able	 to	
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focus	fully	on	these	specific	issues	and	to	identify	groupings	that	better	reflected	the	topic	discussed	by	a	single	co-researcher.	
4.2.3	Clustering	the	invariant	constituents	into	themes		The	 focus	 of	 this	 research	 was	 to	 provide	 value	 to	 an	 IS	 project	management	oriented	audience	and	thus	help	this	audience	to	understand	the	clustering	 that	 emerged.	 As	 a	 result,	 the	 24	 initial	 codes	 emerging	 during	 the	preliminary	analysis	of	the	textual	representation	resulted	in	a	clustering	to	six	themes.	An	audience	from	a	different	community	might	have	derived	a	different	representation,	but	the	chosen	groupings	emerged	as	the	ones	best	suited	in	the	context	of	IS	project	management.	Figure	9	is	a	visual	representation	of	the	clustering	to	make	sense	of	the	reduced	topics	from	the	first	two	data	collection	cycles.		
	 107	
	
Figure	9:	Reduced	and	clustered	themes	after	second	data	collection	cycle	
Domain specific
Tools
PMO
Org structure
Technology infrastructure
Transparency
Communication
Client involvement
Confidentiality
Accepted practice
Culture
Regulation
Incentives
Evaluation
Value
Accessibility
Benefit proposition
Lack of systems
Mentoring
Models
Change
Complexity
Outsourcing
Systems Technology facilitation
Individual challenges
Organisational inhibitors
Individual approaches
Culture
Organisational enablers
Initial topics Emergent themes
	 108	
Each	theme	was	then	further	examined	as	part	of	the	phenomenological	analysis	 process,	 and	 a	 clearer	model	 emerged	 as	 depicted	 in	 Figure	 10.	 This	model	 considers	 all	 statements,	 concepts	 and	 themes	 and	 by	 looking	 at	statements,	concepts	and	themes	in	isolation	and	considering	those	in	the	context	of	 the	 overall	 research	 question	 and	 sub-questions.	 This	 model	 presents	 a	structured	representation	of	the	lived	experience.	
		
Figure	10:	Emergent	themes	through	process	of	constant	dialogue	(directional)	
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A	cross-reference	of	themes	and	co-researchers	is	shown	in	Table	10:	
Table	10:	Cross-reference	between	themes	and	co-researchers	of	individual	interviews	
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1 Michael Rutter 1 ✔  ✔   ✔ 
2 Clair Dames 1 ✔ ✔ ✔ ✔ ✔  
3 Jody Foster 1 ✔ ✔ ✔ ✔ ✔ ✔ 
4 Karen Barnsdail 1 ✔  ✔    
5 Ken Livingstone 2 ✔ ✔  ✔ ✔ ✔ 
6 Trevor Morgan 2 ✔ ✔ ✔ ✔ ✔  
7 Monique Sales 2 ✔ ✔ ✔ ✔ ✔ ✔ 
8 Tom Long 2  ✔  ✔ ✔ ✔ 
9 Adam Jones 2 ✔ ✔  ✔ ✔ ✔ 
10 Chris Thompson 2 ✔ ✔  ✔ ✔  
11 Zodiac Blumenthal 2 ✔ ✔  ✔ ✔ ✔ 
12 Teresa Clarke 2 ✔ ✔ ✔ ✔ ✔ ✔ 
4.3 Preliminary	phenomenological	Epoché	As	explained	in	detail	in	section	3.6,	the	phenomenological	approach	used	in	this	research	was	influenced	by	Moustaka	(1994).	Husserl	(1973)	proposes	to	address	 personal	 bias	 through	 the	 process	 of	 self-reflection	 where	 any	preconceptions	 at	 every	 stage	 of	 the	 research	 are	 attached	 as	 supporting	evidence.	
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As	 the	 research	 progresses,	 preconceptions	 evolve,	 and	 this	 full	progression	of	reflections	and	the	prevention	of	presumptions	during	the	data	collection	stages	is	conducted	at	each	stage	of	the	research.		A	 significant	 part	 of	 the	motivation	 for	 this	 research	was	my	 personal	experience	in	project	management	and	the	teaching	of	the	project	management	body	of	knowledge.	As	anybody	involved	with	project	management	would	attest,	project	failure	is	one	aspect	of	project	management	that	most	stakeholders	do	not	wish	 to	 address.	 Searching	 for	 ways	 to	 minimise	 project	 failure,	 therefore,	presents	a	strong	motivation	 for	anyone	 involved	 in	project	management.	The	concept	of	reuse	also	played	a	part	in	the	choice	of	research	topic,	as	it	had	always	appeared	natural	to	me	to	capitalise	on	my	past	work	experience.	The	 following	 quote	 shows	 my	 self-reflection	 at	 the	 beginning	 of	 the	research	project:	
"Through	 the	 process	 of	 self-reflection,	 I	 state	 that	 my	 personal	 biases	
include	some	industry	experience	as	a	project	manager	as	well	as	previous	
research	undertaken	 in	 the	 context	of	project	management.	 I	 also	have	a	
strong	interest	in	process	management	as	well	as	Information	Systems,	and	
therefore	 I	 have	 developed	 a	 view	 that	 project	 management	 could	 be	
supported	 through	 the	 effective	 use	 of	 systems.	 My	 background	 and	
understanding	 of	 project	 management	 have	 the	 potential	 to	 impact	 this	
research	by	focusing	heavily	on	the	benefits	of	information	technology	for	
all	 the	 actions	 necessary	 for	 the	 acquisition,	 storage	 and	maintenance	 of	
project	 experience	 between	 projects.	My	 interest	 in	 process	management	
also	 leads	me	to	believe	that	 the	acquisition,	 storage	and	maintenance	of	
project	experience	of	experience	should	be	part	of	a	process.	The	awareness	
of	these	biases	permits	me	to	take	extreme	care	to	avoid	the	impost	of	these	
presuppositions	on	this	research.”	(Bardo	Fraunholz,	1st	Bias	Statement,	6	February	2013)	In	 addition,	 I	 noted	 that	 dialectic	 techniques	 assisted	 this	 process	throughout.	
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4.4 Textural-structural	description	of	data	collection	cycle	1	The	focus	group	constituted	the	first	engagement	with	co-researchers	in	this	research	project	and	formed	the	first	data	collection	cycle.	This	was	the	first	encounter	with	the	 lived	experience	of	project	managers.	Any	data	before	this	point	was	based	entirely	on	my	personal	engagement	with	literature	or	my	prior	biases	and	prejudices.	This	initial	focus	group	set	the	scene	for	the	research.	
4.4.1	Focus	group	setting	The	 co-researchers	 present	 during	 this	 initial	 focus	 group	 were	 Clair	Dames,	Jody	Foster,	Karen	Barnsdail	and	Michael	Rutter	(names	presented	are	aliases	used	consistently	throughout	this	thesis).	These	four	IS	project	managers	were	 chosen	 because	 they	 provided	 a	 good	 snapshot	 of	 the	 typical	 IS	 project	manager	in	industry.	This	is	because	all	four	project	managers	had	many	years	of	experience	 managing	 projects.	 All	 co-researchers	 represented	 large	organisations,	 IS	 projects	 (Clair	 Dames,	 Karen	 Barnsdail,	 Michael	 Rutter)	 and	consulting	(Jody	Foster).	Further,	one	of	the	project	managers	(Karen	Barnsdail)	had	 some	 previous	 experience	 with	 project	 management	 in	 the	 construction	industry	 but	 had	 since	 moved	 into	 business	 consulting	 with	 a	 multinational	consulting	 firm.	 The	 choice	 of	 highly	 experienced	 project	 managers	 in	 large	organisations	with	experience	in	a	number	of	organisations	was	motivated	by	the	desire	 to	 gain	 the	 maximum	 initial	 insights	 into	 the	 nature	 of	 the	 project	manager's	 experience	 and	 how	 they	 managed	 the	 acquisition,	 storage	 and	maintenance	of	experience	in	IS	projects.	I	facilitated	the	focus	group.	I	was	able	to	prevent	my	preconceptions	and	biases	from	influencing	the	focus	group	and	my	interactions	with	the	individual	participants,	including	their	free	expression	of	experiences.	This	was	because	I	had	identified	my	preconceptions	and	biases	during	phenomenological	Epoché	(see	section	4.3.2),	so	that	I	could	actively	work	on	counteracting	such	adverse	influences.	 It	 was	 important	 for	 me	 to	 facilitate	 the	 focus	 group	 to	 keep	 the	discussion	focused	while	permitting	exploration	of	emerging	themes	to	learn	if	these	would	lead	to	some	new	insights	worth	exploring	later	in	more	detail.	Such	focused	 discussions	were	 required	 because	 the	 primary	 purpose	 of	 the	 focus	
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group	 was	 to	 gain	 an	 initial	 understanding	 of	 the	 co-researchers’	 practice	surrounding	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	 projects,	 as	 informed	by	 the	 literature	 review	 and	 the	 themes	 in	 the	 initial	conceptual	framework	in	Figure	5	in	Chapter	2.	I	was,	therefore,	best	placed	to	achieve	this	because	I	had	the	required	knowledge	of	the	literature	and	concepts.	The	co-researchers	participating	in	the	focus	group	were	seated	in	a	half	circle,	 around	 a	 table.	 The	 proceedings	were	 audio	 and	 video	 recorded	 using	digital	recording	technique.	The	recordings	were	then	transcribed	to	identify	the	individuals	and	their	contributions.	To	facilitate	the	busy	schedule	of	project	managers,	the	focus	group	was	held	on	a	Saturday	morning.	A	University	meeting	space	was	chosen	as	the	venue	to	facilitate	easy	access	with	ample	parking.	Morning	tea	was	provided	to	create	an	informal	and	relaxed	environment,	and	to	allow	participants	to	get	to	know	each	other.	Participants	received	a	small	thank	you	gift	after	the	conclusion	of	the	focus	group.	
4.4.2	Epoché	prior	to	the	initial	focus	group	The	 individuals	 invited	 to	 participate	 in	 the	 initial	 focus	were	 all	 very	experienced	 project	 managers,	 including	 experience	 in	 many	 IS	 projects	 and	across	many	 large	 organisations.	 In	 preparation	 for	 this	 initial	 focus	 group,	 I	remained	 aware	 of	 the	 "distance"	 (Gadamer	 2004)	 between	 the	 academic	researcher	and	experienced	project	managers.	I	 had	 no	 doubts	 about	 the	 participants’	 knowledge	 and	 experience	because	 they	had	been	 selected	 according	 to	 specific	 criteria	 relating	 to	 these	areas.	I	did,	however,	feel	some	anxiety	about	the	potential	issues	surrounding	competition,	 since	 some	 of	 these	 project	 managers	 worked	 for	 competing	organisations.	At	this	stage	of	the	research	process,	I	had	completed	my	literature	review,	and	the	paragraph	below	summarises	my	self-reflection	post	literature	review:	
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"As	a	 result	 of	a	substantial	 literature	 review,	 I	now	know	that	 there	 is	a	
whole	body	of	literature	dedicated	to	experience	management.	This	body	of	
literature	 is	 not	 directly	 related	 to	 IS	 project	 management.	 Project	
management	has	its	own	body	of	literature	and	a	number	of	methodologies.	
This	 increased	 understanding	 of	 experience	 management	 and	
organisational	 approaches	 for	 the	 management	 of	 experience	 in	
organisations	 supports	 research	 on	 the	 applicability	 of	 such	 experience	
management	 concepts,	 ideas	 and	 methods	 in	 the	 context	 of	 project	
management.	The	applicability	of	these	concepts	in	the	project	management	
context	 has	 not	 been	well	 researched	 and	 has	 the	 potential	 to	 provide	 a	
better	understanding	of	the	level	of	experience	management	in	IS	projects	
and	 especially	 the	 benefits	 of	 and	 the	 management	 environment	 for	 the	
acquisition,	 storage	 and	 maintenance.	 An	 understanding	 of	 experience	
management	 practices	 will	 likely	 provide	 fresh	 insights	 and	 requires	 a	
holistic	understanding	to	achieve	theoretical	saturation".	(Bardo	Fraunholz,	2nd	Bias	Statement,	14	August	2013)	
4.4.3	Textual-Structural	description	of	the	experiences	as	lived	by	focus	group	
participants	At	the	start	of	the	focus	group	I,	as	the	junior	researcher	ensured	the	co-researchers	had	read,	understood	and	agreed	with	the	details	as	laid	out	in	the	plain	language	statement	(see	Appendix	3),	and	had	consented	to	the	recording	of	the	focus	group	and	later	analysis	of	the	recording.	I	then	went	on	to	introduce	verbally	the	aim	of	the	research	by	explaining	the	problem	domain	and	asking	questions	pertinent	to	the	research	questions	presented	in	section	1.2.	The	opening	discussion	of	 the	 focus	group	was	centred	on	the	closeout	phase	of	a	project,	and	what	materialises	in	organisations	during	this	phase	of	the	project	 to	 acquire,	 store	 and	maintain	 experience	 at	 that	 exact	 point	 in	 time	associated	with	IS	projects.	
4.4.3.1	The	acquisition,	storage	and	maintenance	of	IS	project	lessons	learnt	Michael	 Rutter	 opened	 the	 conversation,	 setting	 the	 scene	 with	 the	following	statement:	
“I	might	sound	cynical,	but	I	have	never	seen	lessons	learnt	for	any	project	
failure;	never.	We	always	talk	about	it	and	probably	want	to	act	on	it,	but	
there’s	no	lessons	learnt,	and	we	just	move	on	to	the	next	big	thing.“	(Michael	
Rutter	Focus	Group	line	29)	This	opening	statement	painted	a	clear	picture	about	the	current	practice	
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around	managing	the	acquisition,	storage	and	maintenance	of	project	experience	and	triggered	an	engaged	discussion.	Clair	 Dames	 also	 took	 a	 rather	 pessimistic	 assessment	 of	 the	 practice,	stating	that:	
	“[…]	one	of	the	things	that	doesn’t	seem	to	work	is	asking	people	to	write	up	
at	the	end	of	the	project	what	they	learnt.	They	just	can’t	be	bothered.	I	mean	
at	the	end	of	the	day	if	you	deliver	a	project,	you	want	to	go	and	deliver	the	
next	big	project;	 that’s	what	gets	you	out	of	bed	 in	 the	morning	anyway.”	
(Clair	Dames	Focus	Group	line	184)	The	discussion	that	followed	uncovered	that	projects	were	often	driven	by	external	influences	such	as	sales.	Further,	frequently	there	was	a	disconnect	between	 the	 different	 stakeholders	 with	 regards	 to	 the	 strategic	 goal	 of	 the	project	and	the	long-term	learning	for	the	organisation,	as	well	as	the	short-term	goal	of	delivering	the	project	for	an	internal	or	external	client.	
“[…]	if	a	year	later	the	project	manager	is	contacted,	he’s	already	moved	on,	
he	worked	on	that	project	six	months	ago.	There	were	so	many	people,	he	
can’t	even	remember	clearly	because	he’s	completely	on	a	different	project	
now,	different	pressures.	So,	you	can	pick	up	a	phone,	that	if	your	practice	
manager	picks	up	the	phone	and	calls	them	up	to	find	out,	‘Hey,	what	do	you	
think	about	this	person?	How	did	he	work	on	the	project?’	‘Oh	yeah,	it	was	
good,	it	was	good.’	But	how	do	you	expect	them	to	remember	every	single	
individual	and	how	they	performed	when	they’ve	got	other	things	to	worry	
about.”	(Jody	Foster	Focus	Group	line	470)	Another	 area	 that	 emerged	 as	 a	 key	 challenge	 for	 managing	 the	acquisition,	storage	and	maintenance	of	experience	was	that	experience	was	not	confined	to	an	individual	or	a	single	project	manager,	but	rather	that	it	was	also	created	through	the	composition	of	the	team,	and	therefore	
	“[…]	the	outcome	of	every	project	is	not	dependent	on	the	project	manager;	
it’s	dependent	on	the	skill	of	the	resource	[…].”	(Michael	Rutter	Focus	Group	
line	272)	So,	it	emerged	that	project	experience	was	not	static	but	highly	dynamic	and	context	sensitive,	
“[…]	experience	and	the	lessons,	they	come	from	the	people”.	(Clair	Dames	
Focus	Group	line	241)	
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Acknowledgement	 of	 the	 importance	 of	 experience	 in	 IS	 projects	 often	occurs	 if	 something	 goes	 wrong.	 Most	 organisations	 would	 resort	 to	 the	acquisition	of	lessons	learnt	to	avoid	a	major	problem	from	re-occurring.	
“[…]	 there	might	be	all	 sorts	of	different	 lessons	 to	 learn	 from	 that;	 it’s	 a	
technical	thing	that’s	caused	the	problem.	That’s	quite	different;	that’s	more	
of	a	kind	of	immediate,	I	don’t	know,	in	the	construction	industry	they’d	say	
there	was	a	major	health,	 safety	 issue	 so,	 everybody	get	 together	and	go,	
‘Well,	if	somebody	fell	off	the	bridge	or	something,	what	are	we	going	to	do.’”	
(Clair	Dames	Focus	Group	line	665)	
4.4.3.2	Organisational	inhibitors	affecting	project	experience	management	Jodie	Foster	added	another	dimension	to	the	thread	of	the	conversation.	She	identified	a	disconnect	between	position,	titles	and	responsibilities.	Many	of	the	 ‘so-called’	 project	 managers	 in	 larger	 IS	 projects	 were	 not	 really	 project	managers,	but	simply	managers	responsible	for	a	specific	aspect	of	a	project.	To	manage	 project	 experience	 successfully,	 a	 real	 project	manager	was	 required	who	could	see	the	project	through	from	beginning	to	end,	taking	responsibility	as	the:	
“one	throat	to	choke,	it’s	not	very	nice	language	[…]	but	one	person	who’s	
accountable	for	that	delivery	of	the	project”	(Jodie	Foster	Focus	Group	line	
97)	If	that	accountability	was	not	available,	individuals	would	just	transition	from	project	to	project	without	any	proper	lessons	learnt.	Claire	Dames	went	on	to	highlight	the	issue	of	the	transient	workforce	in	IS	projects.	Frequently	IS	projects	start	with	a	different	workforce	compared	to	the	one	present	at	the	end	of	the	project.	As	the	project	progresses,	people	are	brought	on	and	taken	off	the	project.	The	project	manager	frequently	is	the	only	resource	that	stays	connected	with	the	project	from	beginning	to	end.	Staff	who	are	only	involved	for	a	specific	period	of	time	do	not	have	a	long-term	stake	in	the	project	and	have	no	interest	in	sharing	their	experience.	In	fact,	there	frequently	is	 a	 strong	motivation	 for	 staff	 to	 leave	 a	 project	 as	 soon	 as	 the	 core	work	 is	complete	to	secure	work	on	the	next	project.	A	 project	 manager	 is	 very	 often	 not	 provided	 with	 sufficient	 time	 to	conduct	a	proper	post-mortem	of	the	IS	project,	as	they	will	have	to	move	onto	
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the	 next	 project	 and	 the	 billable	 hours	 associated	with	 the	 new	project.	 Jodie	Foster	further	emphasised	this	point	by	stating:	
“So,	by	the	time	the	project’s	complete,	you	started	with	30	people,	you’re	
down	to	like	five	people.	So,	most	of	the	people	who	worked	on	that	project	
are	already	out	of	it,	and	they	couldn’t	care	less;	it’s	pretty	much	that’s	what	
it	becomes.”	(Jodie	Foster	Focus	Group	line	114)	This	 highlights	 an	 issue	 with	 managing	 the	 acquisition,	 storage	 and	maintenance	of	experience	from	the	perspective	of	a	project	manager.	In	many	IS	projects	there	exists	a	sizable	transient	workforce.	Each	individual	contributes	some	knowledge	to	the	project	but	frequently	these	individuals	only	participate	in	 projects	 for	 a	 short	 period	 of	 time.	 Once	 they	 complete	 their	 specific	contribution,	they	move	on	to	the	next	task	in	a	different	project	or	another	part	of	the	organisation.	Due	to	the	timing,	it	is	almost	impossible	to	acquire	this	type	of	experience	unless	the	managing	of	the	acquisition,	storage	and	maintenance	of	experience	from	each	individual	contributing	to	the	project	is	a	parallel	process	to	the	execution	of	the	project.		Outsourcing	is	quite	common	in	many	industries	and	has	leveraged	some	benefits	for	several	organisations	and	industries.	One	example	for	this	in	a	project	management	context	is	the	construction	industry.	In	business	and	IS	projects	it	is	not	yet	 clear	how	conceptualisation	and	outsourcing	 can	be	managed	without	losing	 project	 experience,	 or	 how	 to	 leverage	 off	 the	 expertise	 from	 an	outsourcing	partner	to	ensure	ongoing	project	success.	If	a	specific	element	of	the	project	 is	constantly	outsourced,	 it	might	not	be	necessary	to	acquire,	store	or	maintain	 that	 aspect	 of	 IS	 project	 experience.	 On	 the	 other	 hand,	 there	 are	significant	 risks	 involved	because,	unlike	 construction	projects,	business	or	 IS	projects	do	not	have	a	set	order	or	specific	steps	in	which	they	are	assembled.	
“Technology	is	becoming	more	conceptised,	but	that’s	just	the	design.	That	
doesn’t	address	how	people	are	going	to	move	to	adopt	a	new	process”.	(Clair	
Dames	Focus	Group	line	1842)	Claire	Dames	further	pointed	out	that	the	type	of	organisation	frequently	plays	 a	 significant	 role	 in	 determining	 the	 level	 of	 detail	 and	 the	 spin	 that	 is	recorded	 for	 each	 project.	 If	 project	 management	 is	 the	 core	 business	 for	 an	organisation,	 such	 as	 consulting,	 it	 is	 important	 to	 emphasise	 the	 positive	
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outcomes	 in	 project	 management	 and	 associate	 staff	 with	 project	 success.	 If	project	management	is	not	core	to	the	organisation,	and	instead	projects	simply	serve	the	specific	purpose,	then	
“[…]	what’s	the	incentive	of	necessarily	keeping	history	for	projects,	because	
it’s	not	core	to,	it	wouldn’t	be	perceived	as	core	to	business.”	(Clair	Dames	
Focus	Group	line	175)	Regardless	 of	 this	 attitude	 to	 project	 management	 (and	 managing	 the	acquisition,	 storage	 and	maintenance	 of	 experience)	 Claire	Dames	went	 on	 to	emphasise	 that	 people's	 experience	 (or	 ongoing	 value	 and	 learning)	 are	important	for	any	type	of	organisation.	On	the	one	hand,	some	organisations	even	offer	 to	 reward	 staff	 that	 participate	 in	 experience	 acquisition,	 storage	 and	maintenance	through	recognition	or	financial	bonuses.	On	the	other	hand,	it	often	proves	 challenging	 for	 organisations	 to	 find	 the	 right	 time	 to	 engage	 all	stakeholders	in	experience	management.	In	fact,	the	number	of	stakeholders	can	be	huge	and,	due	to	a	multitude	of	different	domains	in	a	complex	project,	it	is	quite	possible	that	the	interests	of	the	key	stakeholders	are	not	aligned.	This	is	because	everybody	is	primarily	focused	on	the	work	that	is	relevant	to	his	or	her	domain.	 For	 complex	 projects,	 the	 multitude	 of	 stakeholders	 with	 different	domain	perspective	proves	particularly	challenging	as:	
“no	 matter	 what	 conversation	 we	 have	 in	 any	 room,	 and	 everyone’s	 a	
different	capacity	altogether,	we’d	never	have	the	right	audience	in	the	room	
for	the	right	meeting.”	(Michael	Rutter	Focus	Group	line	774)	Customer	satisfaction	drives	much	of	the	management.	Just	because	the	customer	has	chosen	to	pay	for	the	work	to	be	performed,	however,	this	does	not	automatically	mean	that	the	project	delivery	has	been	the	perfect	experience	or	the	 best	 possible	 practice.	 Once	 the	 customer	 is	 perceived	 to	 be	 happy,	most	organisations	will	not	invest	in	an	activity	to	acquire	project	experience.	
“Once	a	project	has	closed	off,	let’s	say	in	our	terms	a	project	is	considered	
closed	off	when	the	customers	pay	for	it,	that’s	what	we	consider	closed	off,	
and	regardless	of	what	outcome	it	was,	no	one	cares,	right?	It’s	like	the	last	
final	payment’s	done	and	that’s	it.”	(Michael	Rutter	Focus	Group	line	681)	Managing	the	storage	and	maintenance	of	project	experience	also	plays	an	important	role,	and	it	appears	to	be	an	ongoing	and	continuous	problem	in	most	
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IS	projects	and	organisations.	Jody	Foster	asked	the	following	question:	
“How	do	you	actually	make	this	into	something	which	is	concise	and	yet	to	
the	 point,	 so	 that	 if	 I	 go	 onto	 say,	 whatever	 you’ve	 got,	 a	 database	 or	 a	
website,	 whatever	 it	 is,	 to	 get	 some	 information	 on	 what	 other	 people,	
experience	has	been	and	how	I	can	learn	from	that,	I	don’t	have	time	to	go	
through	a	50-page	website,	so	questions	that	have	been	answered	and	the	
answers.	How	do	you	do	what	we	call	is	‘data	mining’,	it’s	basically	extract	
the	 useful	 information	 out	 of	 it	 and	 show	 it	 in	 a	 small,	 concise	 and	
presentable	form	so	that	it	can	be	used.”	(Jody	Foster	Focus	Group	line	571)	This	aspect	of	managing	the	storage	and	maintenance	of	experience	could	also	help	to	explain	the	negative	link	between	the	size	of	the	organisation	and	its	ability	to	recognise	and	value	staff	contribution,	
“If	 your	 organisation	 is	 small	 you	 still	 feel	 that	 okay,	 your	 efforts	 are	
recognised	and	whatever	input	and	feedbacks	you	provide	they,	you	know,	
not	 100%,	 but	 these	 factors	 are	 actually	 being	 taken	 positively,	 and	
something	 is	being	done	about	 it.	But	if	 it’s	a	big	organisation	 it	becomes	
even	more	difficult	because	no	one	has	the	time	to,	you	know,	I’m	not	sure	if	
organisations	 have	 a	 department	 that	 actually,	 or	 a	 couple	 of	 people	
working	 in	 this	 area	 which,	 are	 solely	 responsible	 for	 taking	 people’s	
feedback	from	projects,	and	somehow	of	filing	it”.	(Jody	Foster	Focus	Group	
line	517)	Staff	in	large	organisations	are	likely	to	work	with	an	ever-changing	mix	of	colleagues,	and	it	is	quite	possible	that	
“[…]	you	work	with	someone	on	this	project	you	may	never	see	them	for	the	
next	two	years”.	(Jody	Foster	Focus	Group	line	1071)	Another	 important	 aspect	 that	 impacts	 the	 management	 of	 IS	 project	experience,	as	identified	by	Clair	Dames,	is	the	issue	of	people	management	and	organisational	change	in	complex	business	or	IS	projects.	
“There’s	a	lot	of	this	organisational	change;	it’s	all	about	people	behaviours	
now,	it’s	not	actually	about	systems	software.	It’s	about	whether	people	will	
accept	 change	 and	how	 to	 actually	move	 them	 from	 one	 environment	 to	
another	environment,	and	that’s	a	whole	lot	of	behavioural	soft	leadership	
skills	that	are	very,	very	different.”	(Clair	Dames	Focus	Group	line	247)	This	 aspect	 of	 organisational	 change	 adds	 another	 dimension	 to	 the	complexity	of	experience	management.	First,	 the	personalities	of	staff	working	on	 IS	 projects	 are	 different.	 Second,	 some	 of	 the	 key	 priorities,	 such	 as	 the	
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technical	 outcome	 of	 the	 project,	 are	 now	 considered	 less	 critical	 than	 the	management	 of	 people's	 behaviour	 and	 the	 acceptance	 of	 change.	 The	identification	of	soft	issues	adds	another	dimension	to	experience	management	in	projects.	Experience	management	extends	 further	than	simply	the	technical	issues	of	the	project.	While	managing	technology	can	constitute	a	challenge	for	the	 IS	 project	manager,	 the	 soft	 issues	 in	 project	management	 can	 contribute	equally	to	the	success	of	the	project	and	are	thus	equally	important	for	IS	project	experience	management.	
4.4.3.3	Discipline,	industry	or	culture	specific	issues	affecting	project	
experience	management	The	 problem	 of	 IS	 project	 experience	 management	 is	 not	 isolated	 to	specific	 industries.	 For	 example,	 Karen	 Barnsdail	 pointed	 out	 that	 in	 the	construction	industry	there	is	little	or	no	experience	management	and	there	is	no	technology	solution	for	this	purpose	in	construction.	
“[…]	all	these	things	that	you’re	asked	to	do	is	outside	your	billable	hours,	
and	your	billable	hours	outside	your	billable	hours	which	means	once	I	reach	
home	at	6:30	I’m	sitting	on	my	laptop	figuring	out	what	went	good,	what	
went	bad	and	in	between,	and	I	go	ahead	and	share	that	information,	we	
form	a	group,	community	group	kind	of	thing;	all	of	this	outside	our	normal	
work	hours.	But	at	the	end	of	the	day	when	you’ve	reach	your	performance	
review,	honestly,	none	of	that	is	taken	care	of.	I	mean	just	consider	it	as,	“Oh,	
actually	you	really	contributed	towards	that.’	For	us,	for	technical	people	it’s	
not	just	about	sharing	these	kind	of	experiences;	it’s	also	about	showing	how	
we’ve	improved	our	technical	skills	over	a	period	of	time,	when	it	comes	to	
our	performance	review.	So,	 the	pressure	is	double	for	a	technical	person,	
because	 it’s	not	 just	 keeping	yourself	 technically	up	 to	date	and	 showing,	
‘Okay,	yes,	I’ve	really	improved	my	value	over	the	course	of	last	year,’	but	it’s	
also	 about	 adding	 all	 of	 these	 values	 which	 creates	 value	 add	 to	 the	
organisation.”	(Jody	Foster	Focus	Group	line	438)	There	appears	to	be	a	distinction	between	different	types	of	projects,	and	especially	across	multiple	disciplines	or	industries.	In	the	context	of	the	construction	industry,	projects	tend	to	be		
“[…]	more	formulaic	and	they	tend	to	be	more	similar,	and	they	often	have	
people	 who	 have	much	 greater,	 many	more	 years’	 experience	 than	 your	
typical	business	IT	project”	(Clair	Dames	Focus	Group	line	233)	Unlike	 typical	 business	 or	 IS	 project	 environments,	 the	 construction	
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industry	tends	to	be	organised	more	around	specific	location-based	projects,	and	the	 responsibility	 for	 these	 lay	 in	 the	 hands	 of	 specific	 individuals.	 These	individuals	tend	to	run	projects	independently	from	the	general	organisational	processes,	and	these	projects	tend	to	be	less	‘formalised’.	At	the	same	time,	it	is	very	 common	 in	 the	 construction	 industry	 to	mentor	 less	experienced	project	managers	by	teaching	them	the	practice	through	training.	
“[…]	transfer	of	knowledge	within	the	construction	industry	really	is	about	
people,	 so	 it	 is	 retained;	 they	don’t	have	 formalised	processes	 for	 sharing	
knowledge,	but	there’s	more,	there’s	a	lot	of,	because	there’s	no	formalised	
processes	 people	 are	 really	 interested	 in	 sharing	 their	 experiences	 and	
actually	 supporting	 younger	 project	 managers	 to	 develop	 throughout	
areas.”	(Karen	Barnsdail	Focus	Group	line	1253)	It	 is	 this	 personal	 and	 informal	 transfer	 of	 experience	 that	 ensures	continuity	in	the	construction	industry	and	is	a	way	to	assure	quality.	Project	managers	often	have	decades	of	 experience	due	 to	having	gone	through	a	number	of	different	operational	jobs	as	part	of	their	career	path.	To	have	a	senior	project	manager	with	30	years	of	experience	in	construction	means:	
“They	have	seen	all	the	problems	before,	so	the	experience	and	the	lessons,	
they	come	from	the	people.”	(Clair	Dames	Focus	Group	line	240)	Another	 significant	 difference	 between	 construction	 and	 business/IS	projects	 is	 the	 absence	 of	 the	 post-implementation	 review	 of	 construction	projects.	 Construction	 projects	 tend	 to	 be	 more	 segmented	 and	 specialised,	where	 every	 area	 of	 expertise	 is	 outsourced	 to	 a	 specialist	 with	 a	 clear	responsibility.	If	a	specialist	underperforms,	they	will	not	be	considered	for	the	next	project.	The	level	of	governance	in	construction	also	outweighs	the	depth	normally	 experienced	 in	 business	 or	 IS	 projects	 due	 to	 a	 large	 number	 of	compliance	reviews.	The	same	cannot	be	said	for	business	or	IS	projects.	These	types	of	projects	tend	to	be	much	more	dynamic	and,	according	to	Clair	Dames,	people	working	in		
“[…]	business	and	IT	projects	[…]	often	rely	on	people	with	less	experience.”	
(Clair	Dames	Focus	Group	line	245)	Further,	leadership	style	plays	a	significant	role	in	the	way	projects	are	managed.	
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Culturally,	Clair	Dames	suggested	that,	in	Australia,	written	documentation	has,	in	fact,	replaced	some	of	the	‘real’	or	necessary	conversations	that	should	occur	in	projects	or	organisations.	The	issue	of	written	language	and	the	interpretation	of	language	is	also	considered	critical	for	the	ability	to	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	This	applies	to	the	technical	side	as	much	as	to	those	individuals	working	on	projects.	
“[…]	 look	 at	 what	 percentage	 of	 people	 who	 either	 wrote	 it	 or	 read	 it	
probably	don’t	have	English	as	their	first	 language,	or	if	they	do,	and	you	
kind	of	wonder,	like	what	kind	of	risk	are	we	all	carrying	in	terms	of	the”	
(Clair	 Dames	 Focus	 Group	 line	 1508)	 “interpretation”	 (Karen	 Barnsdail	
Focus	Group	line	1513)	To	 efficiently	 facilitate	 the	 management	 of	 project	 experience,	 any	documentation	 should	 be	 written	 in	 simple	 English	 and	 at	 the	 same	 time	maintain	the	necessary	precision	and	detail.	
4.4.3.4	Individual	challenges	affecting	project	experience	management	The	project	managers	at	the	focus	group	referred	to	a	number	of	issues	or	problems	they	had	experienced	as	individuals	when	managing	IS	projects,	which	have	 a	 significant	 impact	 on	 experience	 management	 in	 their	 project	environments.	 One	 of	 the	 key	 statements	 that	 were	 endorsed	 by	 all	 the	participants	refers	to	the	finding	the	right	motivation	for	participants	in	projects	to	record	the	experience.	One	 of	 the	 key	 challenges,	 as	 outlined	 above,	 is	 to	 motivate	 project	participants	 to	record	their	experience.	This	 is	exacerbated	 further	by	the	 fact	that	it	is	very	difficult	to	validate	this	experience,	and	that	frequently	the	efforts	are	wasted	due	to	the	lack	of	a	functioning	infrastructure	to	accept	such	records.	
“I	believe	organisations	that	try	to	incentivise	people	to	do	that,	like	if	you	
bring	 another	 testimonial	 then	 you’ll	 get	 some	 form	 of	 recognition	 or	
reward,	 bonus	 or	 whatever;	 even	 that	 doesn’t	 actually	 ensure	 quality	
because	then	nobody	wants	to	go	and	look	at	it	either,	so	what’s	the	point?	
(Clair	Dames	Focus	Group	line	197)	For	many	organisations,	the	current	incentive	approach	does	not	work.	It	is	 evident	 that	 financial	 rewards	 and	 recognition	 motivate	 most	 staff.	 The	application	 and	 demonstration	 of	 a	 staff	 member's	 ability	 should	 result	 in	
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increased	pay	and	recognition.	It	is	often	more	preferable	for	a	staff	member	to	sell	their	capabilities,	for	instance,	to	the	competition,	because	this	will	result	in	higher	pay	and	status.	A	direct	consequence	is	the	reluctance	to	share	experience.	
“Oh,	even	if	I	get	a	raise,	average	raise	is	3%.	‘If	I	am	spectacular	somehow	
I’ll	get	5%.’	That’s	just	the	drift.	Moreover,	if	you	look	at	shifting	jobs	you	can	
actually	make	 it	 a	 10%	 raise	 for	 yourself.	 So	why	 not	make	myself	more	
marketable	by	acquiring	more	technical	skills	 that	 trying	to	 feed	 into	the	
organisation	which	I’m	not	even	sure	anyone’s	ever	going	to	consider?”	(Jody	
Foster	Focus	Group	line	491)	This	aspect	 can	have	devastating	 consequences	because	participants	of	the	 focus	group	went	on	 to	emphasise	 the	 relevance	of	 any	 loss	of	 experience	when	a	project	manager	or	a	critical	member	of	a	project	team	changes	jobs.	In	addition	to	this	loss,	some	organisations	suggest	IS	project	managers	or	other	project	staff	are	selfish	and	focus	on	their	own	careers.		
“Invest	 in	 your	 career.	 Just	 be	 the	 best	 you	 are,	 and	 look	 after	 your	
resources.”	(Michael	Rutter	Focus	Group	line	951)	This	attitude	does	not	support	the	acquisition	of	experience	and	defies	the	desire	 to	 develop	 an	 organisational	 culture	 that	 embraces	 experience	management	and	collaboration.	
4.4.3.5	Organisational	enablers	of	project	experience	management	One	organisational	approach	that	was	identified	as	a	promising	concept	for	 the	 facilitation	 of	 experience	 management	 was	 something	 called	 the	 ‘IP	Factory’.	 With	 this	 initiative,	 the	 organisation	 provides	 opportunities	 for	individuals	 to	 communicate	 their	 experience	 to	 select	 groups	 with	 a	 specific	interest.	
“[…]	they’ve	put	together	a	group	of	people	who	are	working,	who	are	there	
as	resources	to	help	people,	to	generate	this	knowledge	transfer	and	happen	
to,	 how	 to	 effectively	 create	 documents,	 concise	 kind	 of	 pieces	 of	
information.”	(Karen	Barnsdail	Focus	Group	line	608)	A	similar	concept,	but	more	hands-on,	is	the	idea	of	a	‘practice	link’.	In	this	approach,	a	practice	leader	takes	on	the	mentoring	role	for	several	junior	staff	members	 to	 provide	 them	 with	 feedback	 and	 to	 connect	 them	 with	 the	
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knowledge	base	of	the	organisation.	The	issue	with	that	approach	in	the	context	of	experience	management	in	projects	is	that	the	‘practice	link’	(that	is,	the	staff	member	 taking	 this	 role)	 is	 also	 heavily	 involved	 in	 other	 projects	 for	 other	clients.	 This	 often	 means	 that	 contact	 and	 benefits	 are	 likely	 to	 be	 limited.	Observations	or	experiences	provided	through	this	‘practice	link’	will	rarely	be	properly	acquired,	stored	and	maintained	in	the	IS	project	experience	repository.	Sometimes	the	mentoring	relationship	is	also	used	as	an	ulterior	motive,	and	thus	not	 focused	 on	 the	 acquisition,	 storage	 or	 maintenance	 of	 experience	 in	 IS	projects.	Instead,	the	motive	is	
“[…]	purely	to	groom	you	and	inspire	you,	or	work	with	you	for	your	own	
career.	So,	it,	and	it’s	almost	like,	you	know,	[our	organisation]	has	these	core	
values”.	(Michael	Rutter	Focus	Group	line	932)	One	 of	 the	 co-researcher’s	 organisations	 takes	 a	 slightly	 different	approach	to	the	traditional	mentoring	or	buddy	concept.	This	altered	approach	relies	on	allocating	a	fixed	percentage	of	a	senior	staff	member’s	time	to	a	project	managers’	project.	This	ensures	continuity	and	organisational	understanding	so	that	some	of	the	key	experiences	of	the	organisation	and	key	projects	are	retained	within	a	group	of	senior	staff.	The	idea	is	to	improve	delivery	capabilities	but	to	also	help	with	some	of	the	necessary	compliance.	This	model	works	as	follows:	
“A	lot	of	our	PM’s	report	to	someone	who	has	a	percentage	of	their	time,	it	
might	be	30%	of	 their	 time	or	something	that’s	non-chargeable,	and	they	
are	all	 permanent,	 and	 they’ve	been	at	 the	organisation	 for	a	 reasonable	
amount	of	time,	so	they	know	their	way	around	process	and	the	structure	
and	how	we	get	things	done	around	here	and	all	that	sort	of	stuff.	So,	they,	
that’s	how	we	provide	our	support	now.	You	could	argue	that	 that	means	
the	project	management	overhead	on	the	projects	is	obviously	also	varying	
in	cost	to	a	person’s	time.	But	that’s	what	a	project	manager	in	a	consulting	
firm	might	do.	The	difference	is	they’d	probably	have	a	fairly	small	span	of	
control,	maybe	four	to	six	people.	So,	they	would	be	expecting	to	spend	more	
like	two	to	three	hours	a	week	at	 least	on	that	person’s	project,	probably	
helping	 them	 out,	 or	 they’d	 be	have	 the,	 sort	 of	 internal	 consultancy	 guy	
actually	helping	as	well.”	(Clair	Dames	Focus	Group	line	1222)	This	approach	does	not	solve	the	problem	of	acquisition,	storage	and/or	maintenance	 because	 the	 experience	 is	 not	 explicit	 and	 is	 still	 confined	 to	 a	comparatively	small	group	of	individuals	in	the	organisation.	There	remains	the	vulnerability	 of	 these	 key	 staff	 leaving	 the	 organisation,	 regardless	 of	 their	
	 124	
reason.	The	most	common	instrument	currently	used	in	business	or	IS	projects	to	acquire	 some	of	 the	experience	 in	projects	 is	 the	post-implementation	 review	process.	 The	 purpose	 of	 this	 process	 is	 to	 identify	 if	 the	 project	 essentially	delivered	the	expected	or	promised	benefits.	This	process	also	considers	aspects	typically	 related	 to	 project	 management	 such	 as	 the	 budget	 and	 the	 project	quality.	 There	 are	 a	 number	 of	 different	 ways	 to	 facilitate	 and	manage	 post-implementation	 reviews.	 Some	 of	 the	 co-researchers	 suggested	 that	 their	organisation	 chooses	 to	 conduct	 the	 post-implementation	 review	 for	 large	 IS	projects	with	 the	 help	 of	 a	 consulting	 company.	 For	 some	 large	 long-term	 IS	projects,	 a	 post-implementation	 review	 could	 be	 conducted	 using	 a	 set	 of	structured	interviews	or	a	group	activity.	To	 increase	 the	 benefit	 of	 the	 post-implementation	 review,	 in	 an	 ideal	world	the	review	should	be	conducted	for	every	single	project	regardless	of	size	or	duration.	
“Do	we	have	a	post	implementation	report	for	every	single	project?	Well	I	
know	for	a	fact	we’re	going	into	more	cases,	because	I	look	after	the	PMO.”	
(Clair	Dames	Focus	Group	line	724)	The	narratives	of	the	co-researchers	at	the	focus	group	suggest	the	post-implementation	 review	 is	one	of	 the	most	 commonly	used,	 and	most	practical	instruments,	 to	 acquire	 some	 of	 the	 project	 experience.	 Even	 though	 it	 is	considered	of	vital	importance,	
“It’s	 important	 that	 you	 plan	 for	 it	 to	 get	 budgeted,	 so	 one	 of	 the	 classic	
things	is,	‘We’ve	kind	of	run	out	of	money.	We’re	running	towards	the	end.’	
So,	for	the	last,	the	first	thing	that	gets	cut	is	the	post	implementation	review	
process	[…]”.	(Clair	Dames	Focus	Group	line	1412)	Frequently	organisations	find	themselves	in	the	situation	that	parts	of	the	team	have	moved	on	or	people	are	not	particularly	interested	in	the	process	and	have	not	been	engaged	in	the	project	beyond	minimum	requirements.	If	that	is	the	case,	it	might	be	important	to	focus	on	those	staff	who	are	engaged	and	to	involve	these	people	in	the	feedback	process.	
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4.4.3.6	Individual	approaches	to	project	experience	management	The	focus	group	has	not	presented	a	solution	to	the	problem	of	experience	management	in	IS	projects.	However,	the	discussion	has	uncovered	some	aspects	that,	in	the	opinion	of	the	co-researchers	present	at	the	focus	group,	would	assist	with	 the	 issue	 of	 managing	 the	 acquisition,	 storage	 and	 maintenance	 of	experience.	One	key	challenge	relates	to	the	exact	timing	and	the	responsibility	of	acquiring	experience.	In	this	context,	it	is	highlighted	by	Clair	Dames	that	
	“A	lot	of	lessons	learnt	should	really	be	all	the	way	through;	so,	it’s	not	at	
the	 transition	 at	 the	 end	 of	 the	 project	 where,	 as	 I	 say,	 everybody’s	
disappeared,	it	actually	should	be	continuous,	continuous,	continuous	and	
successful	adoption	of	more	iterative	or	more	agile	[…]”.	(Clair	Dames	Focus	
Group	line	312)	Further,	 Clair	 Dames	 pointed	 out	 that	 a	 continuous	 method	 could	 be	facilitated	 through	 regular,	possibly	end-of-stages,	 team	meetings	 to	 stimulate	critical	but	constructive	reviews.	
“[…]	what	is	very	effective	for	lessons	learnt	and	absorbing	change	is	actually	
when	 it’s	 very	 real.	 So,	whether	 you	 use	 an	 agile	 retrospective	 every	 two	
weeks	or	whether	you,	at	the	end	of	every,	you	know,	major	stage	of	work	
you	 actually	 have	 a	 really	 open	 and	 transparent,	 the	 question	 we	 use	
ourselves	are	all	not	just	the,	‘What	went	well?	What	went	badly?’	We	say,	
‘What	went	well,	and	what	could	have	been	even	better	if…?’	which	is	a	really	
nice	question	to	ask.”	(Clair	Dames	Focus	Group	line	324)	As	far	as	culture	is	concerned,	the	IS	project	manager	needs	to	be	able	to	facilitate	a	collaborative	and	inclusive	culture	where	people	feel	comfortable	to	talk	about	the	issues,	and	even	to	address	or	point	out	aspects	that	are	potentially	negative.	
“Is	to	actually,	with	that	kind	of	behaviour,	so	that	people	feel	safe	to	actually	
express	their	opinions	openly	and	they	know	that,	‘Okay,	this	is	not	going	to	
be	 taken	 negatively	 against	 me.	 It’s	 more	 constructive	 feedback	 kind	 of	
thing.’”	(Jody	Foster	Focus	Group	line	853)	Culture	is	a	key	factor	affecting	the	success	of	communication	in	projects.	To	foster	an	open	and	collaborative	environment	(which	is	the	prerequisite	for	the	successful	acquisition,	storage	and	maintenance	of	experience),	it	is	helpful	to	develop	some	shared	history	and	
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“[…]	if	you	can	create	a	kind	of	trusting	environment	and	people	recognition	
and	 even	 they’ve	 got	 clarity	 of	 what	 they’re	 responsible	 to	 do,	 but	 they	
actually	go	in	and	go	the	extra	mile	to	help	the	team	be	successful,	then	you	
have	a	massive	difference	in	the	effect	[…]”.	(Clair	Dames	Focus	Group	line	
1013)	The	ability	to	develop	an	environment	of	trust	opens	the	door	for	another	method	of	experience	management	or	a	more	 informal	way	to	acquire	project	experience	in	a	timelier	manner.	This	approach	will	not	always	work	but	if	you	have	a	passionate	team	and	people	are	genuinely	interested	in	what	they	do	they	might	feel	empowered	by	the	ability	to	provide	more	timely	feedback.	
“If	you	are	a	team	leader,	for	example,	there	is	absolutely	no	reason	why	once	
a	month	or	once	a	week,	or	once	a	fortnight	or	whatever	makes	sense,	you	
actually	just	take	time	to	sit	down	and,	I	mean	you	just	sit	back	and	go,	‘Okay,	
what’s	working?	What	could	be	done	better’?”.	 (Clair	Dames	Focus	Group	
line	1432)	Even	if	all	members	of	the	team	are	involved	and	provide	a	timely	critical	evaluation,	 the	 acquisition	 of	 experience	 continues	 to	 prove	 complex.	 While	access	 to	 experience	 is	 beyond	 the	 scope	 of	 this	 study	 it	 is	 clear	 that	 access	requires	acquisition,	storage	and	maintenance	of	experience.	E.g.	if	an	individual	who	start	a	new	project	requires	access	to	past	experience	in	similar	projects	they	rely	on	acquisition	and	storage	for	access.	There	are	some	simple,	‘on	the	floor’	type	approaches	for	both	acquisition	and	access	such	as	
“[…]	you	may	go	to	your	project	manager	and	try	and	speak	to	the	project	
manager	and	come	up	with	the	solution.	Other	times	you	may	need	to	try	
and	contact	your	practice	manager	and	get	him	to	help	you	with	certain	
things.	So,	it	just	depends.	And	also,	if	you’re	on	a	client	site	just	by	yourself,	
well,	 then	you	 just	need	 to	pick	up	your	phone	 and	 call	 someone	 in	 your	
organisation	to	get	that	help	to	you.”	(Jody	Foster	Focus	Group	line	1156)	These	 approaches	 do	 not	 constitute	 formal	 IS	 project	 experience	management.	 In	 fact,	 these	 approaches	 are	 not	 structured	 and	 rely	 on	 easy	availability	of	and	access	to	colleagues	with	experience.	This	will	only	work	if	the	informal	networks	are	functioning	and	staff	with	this	type	of	experience	are	still	available.		 	
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4.4.3.7	Focus	group	summary	Close	 analysis	 of	 the	 focus	 group	 revealed	 general	 agreement	 amongst	participants	 that	 IS	 project	 experience	management	was	 an	 area	where	most	organisations	appeared	to	struggle.	Co-researchers	agreed	on	the	importance	of	IS	project	experience	management	and	provided	some	fundamental	insights	into	their	organisations’	attempts	to	manage	this.	None	of	the	organisations,	however,	seemed	to	have	a	recipe	 for	success	with	regards	to	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	
Table	11:	Summary	of	Co-researchers’	statements	from	focus	group	
Co-researcher Statement 
Claire Dames “[…] what’s the incentive of necessarily keeping history for projects, because 
it’s not core to, it wouldn’t be perceived as core to business.” (Focus Group 
line 175) 
 “[…] one of the things that doesn’t seem to work is asking people to write up 
at the end of the project what they learnt. They just can’t be bothered. I mean 
at the end of the day if you deliver a project, you want to go and deliver the 
next big project; that’s what gets you out of bed in the morning anyway.” (Clair 
Dames Focus Group line 184) 
“I believe organisations that try to incentivise people to do that, like if you bring 
another testimonial, then you’ll get some form of recognition or reward, bonus 
or whatever; even that doesn’t actually ensure quality because then nobody 
wants to go and look at it either, so what’s the point? (Focus Group line 197) 
“[…] more formulaic and they tend to be more similar, and they often have 
people who have much greater, many more years’ experience than your 
typical business IT project” (Focus Group line 233) 
“They’ve seen all the problems before, so the experience and the lessons, 
they come from the people.” (Focus Group line 240) 
 “[…] experience and the lessons, they come from the people”. (Focus Group 
line 241) 
 “[…] business and IT projects […] rely often on people with less experience.” 
(Focus Group line 245) 
“There’s a lot of this organisational change; it’s all about people behaviours 
now, it’s not actually about systems software. It’s about whether people will 
accept change and how to actually move them from one environment to 
another environment, and that’s a whole lot of behavioural soft leadership 
skills that are very, very different.” (Focus Group line 247) 
“A lot of lessons learnt should really be all the way through; so, it’s not at the 
transition at the end of the project where, as I say, everybody’s disappeared, it 
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Co-researcher Statement 
actually should be continuous, continuous, continuous and successful 
adoption of more iterative or more agile […]”. (Focus Group line 312) 
“[…] what is very effective for lessons learnt and absorbing change is actually 
when it’s very real. So, whether you use an agile retrospective every two 
weeks or whether you, at the end of every, you know, major stage of work you 
actually have a really open and transparent, the question we use ourselves are 
all not just the, ‘What went well? What went badly?’ We say, ‘What went well, 
and what could have been even better if…?’ which is a really nice question to 
ask.” (Focus Group line 324) 
“[…] there might be all sorts of different lessons to learn from that; it’s a 
technical thing that’s caused the problem. That’s quite different; that’s more of 
a kind of immediate, I don’t know, in the construction industry they’d say there 
was a major health, safety issue so, everybody get together and go, ‘Well, if 
somebody fell off the bridge or something, what are we going to do.’” (Focus 
Group line 665) 
“Do we have a post implementation report for every single project? Well I know 
for a fact we’re going into more cases, because I look after the PMO.” (Focus 
Group line 724) 
“[…] if you can create a kind of trusting environment and people recognition, 
and even they’ve got clarity of what they’re responsible to do, but they actually 
go in and go the extra mile to help the team be successful, then you have a 
massive difference in the effect […]”. (Focus Group line 1013) 
“A lot of our PM’s report to someone who has a percentage of their time, it 
might be 30% of their time or something that’s non-chargeable, and they are 
all permanent, and they’ve been at the organisation for a reasonable amount 
of time, so they know their way around process and the structure and how we 
get things done around here and all that sort of stuff. So, they, that’s how we 
provide our support now. You could argue that that means the project 
management overhead on the projects is obviously also varying in cost to a 
person’s time. However, that’s what a project manager in a consulting firm 
might do. The difference is they’d probably have a fairly small span of control, 
maybe four to six people. So, they would be expecting to spend more like two 
to three hours a week at least on that person’s project, probably helping them 
out, or they’d be have, the sort of internal consultancy guy actually helping as 
well.” (Focus Group line 1222) 
“It’s important that you plan for it to get budgeted, so one of the classic things 
is, ‘We’ve kind of run out of money. We’re running towards the end.’ So, for the 
last, the first thing that gets cut is the post implementation review process […]”. 
(Focus Group line 1412) 
“If you are a team leader, for example, there is absolutely no reason why once 
a month or once a week, or once a fortnight or whatever makes sense, you 
actually just take time to sit down and, I mean you just sit back and go, ‘Okay, 
what’s working? What could be done better’?”. (Focus Group line 1432) 
“Technology is becoming more conceptised, but that’s just the design. That 
doesn’t address how people are going to move to adopt a new process”. 
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Co-researcher Statement 
(Focus Group line 1842) 
Jodie Foster “one throat to choke, it’s not very nice language […] but one person who’s 
accountable for that delivery of the project” (Focus Group line 97) 
“So, by the time the project’s complete, you started with 30 people, you’re 
down to like five people. So, most of the people who worked on that project 
are already out of it and they couldn’t care less; it’s pretty much that’s what it 
becomes.” (Focus Group line 114) 
“[…] all these things that you’re asked to do is outside your billable hours, and 
your billable hours outside your billable hours which means once I reach home 
at 6:30 I’m sitting on my laptop figuring out what went good, what went bad 
and in between, and I go ahead and share that information, we form a group, 
community group kind of thing; all of this outside our normal work hours. But at 
the end of the day when you’ve reach your performance review, honestly, 
none of that is taken care of. I mean just consider it as, “Oh, actually you really 
contributed towards that.’ For us, for technical people it’s not just about sharing 
these kind of experiences; it’s also about showing how we’ve improved our 
technical skills over a period of time, when it comes to our performance review. 
So the pressure is double for a technical person, because it’s not just keeping 
yourself technically up to date and showing, ‘Okay, yes I’ve really improved my 
value over the course of last year,’ but it’s also about adding all of these values 
which creates value add to the organisation.” (Focus Group line 438) 
 “[…] if a year later the project manager is contacted, he’s already moved on, 
he worked on that project six months ago. There were so many people, he 
can’t even remember clearly because he’s completely on a different project 
now, different pressures. So, you can pick up a phone, that if your practice 
manager picks up the phone and calls them up to find out, ‘Hey, what do you 
think about this person? How did he work on the project?’ ‘Oh yeah, it was 
good, it was good.’ But how do you expect them to remember every single 
individual and how they performed when they’ve got other things to worry 
about.” (Focus Group line 470) 
“Oh, even if I get a raise, average raise is 3%. ‘If I am spectacular somehow I’ll 
get 5%.’ That’s just the drift. And if you look at shifting jobs you can actually 
make it a 10% raise for yourself. So why not make myself more marketable by 
acquiring more technical skills that trying to feed into the organisation which 
I’m not even sure anyone’s ever going to consider?” (Focus Group line 491) 
“If your organisation is small you still feel that okay, your efforts are recognised 
and whatever input and feedbacks you provide they, you know, not 100%, but 
these factors are actually being taken positively and something is being done 
about it. But if it’s a big organisation it becomes even more difficult because no 
one has the time to, you know, I’m not sure if organisations have a department 
that actually, or a couple of people working in this area which, are solely 
responsible for taking people’s feedback from projects, and somehow of filing 
it”. (Focus Group line 517) 
“How do you actually make this into something which is concise and yet to the 
point, so that if I go onto say, whatever you’ve got, a database or a website, 
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Co-researcher Statement 
whatever it is, to get some information on what other people experience has 
been and how I can learn from that, I don’t have time to go through a 50-page 
website, so questions that have been answered and the answers. How do you 
do what we call is ‘data mining’, it’s basically extract the useful information out 
of it and show it in a small, concise and presentable form so that it can be 
used.” (Focus Group line 571) 
“Is to actually, with that kind of behaviour, so that people feel safe to actually 
express their opinions openly and they know that, ‘Okay, this is not going to be 
taken negatively against me. It’s more constructive feedback kind of thing.’” 
(Focus Group line 853) 
“[…] you work with someone on this project you may never see them for the 
next two years”. (Focus Group line 1071) 
“[…] you may go to your project manager and try and speak to the project 
manager and come up with the solution. Other times you may need to try and 
contact your practice manager and get him to help you with certain things. So, 
it just depends. Moreover, also, if you’re on a client site just by yourself, well, 
then you just need to pick up your phone and call someone in your 
organisation to get that help to you.” (Focus Group line 1156) 
Karen Barnesdail “[…] they’ve put together a group of people who are working, who are there as 
resources to help people, to generate this knowledge transfer and happen to, 
how to effectively create documents, concise kind of pieces of information.” 
(Focus Group line 608) 
 “[…] transfer of knowledge within the construction industry really is about 
people, so it is retained; they don’t have formalised processes for sharing 
knowledge, but there’s more, there’s a lot of, because there’s no formalised 
processes people are really interested in sharing their experiences and 
actually supporting younger project managers to develop throughout areas.” 
(Focus Group line 1253) 
“[…] look at what percentage of people who either wrote it or read it probably 
don’t have English as their first language, or if they do, and you kind of 
wonder, like what kind of risk are we all carrying in terms of the” (Clair Dames 
Focus Group line 1508) “interpretation” (Focus Group line 1513) 
Michael Rutter “I might sound cynical, but I have never seen lessons learnt for any project 
failure; never. We always talk about it and probably want to act on it, but 
there’s no lessons learnt, and we just move on to the next big thing.“ (Focus 
Group line 29) 
“[…] the outcome of every project is not dependent on the project manager; it’s 
dependent on the skill of the resource […].” (Focus Group line 272) 
“[…] purely to groom you and inspire you, or work with you for your own 
career. So, it, and it’s almost like, you know, [our organisation] has these core 
values”. (Focus Group line 932) 
“Once a project has closed off, let’s say in our terms a project is considered 
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closed off when the customers pay for it, that’s what we consider closed off 
and regardless of what outcome it was, no one cares, right? It’s like the last 
final payment’s done and that’s it.” (Focus Group line 681) 
“no matter what conversation we have in any room, and everyone’s a different 
capacity altogether, we’d never have the right audience in the room for the 
right meeting.” (Focus Group line 774) 
“Invest in your career. Just be the best you are, and look after your resources.” 
(Focus Group line 951) After	the	completion	of	the	first	focus	group	it	had	emerged	that	the	co-researchers	 were	 in	 unison	 about	 the	 lack	 of	 any	 formal	 process	 to	 acquire	project	 experience,	 and	about	 the	benefits	 that	project	 experience	acquisition,	storage	and	maintenance	would	provide	to	project	managers	and	organisations.	This	is	also	reflected	in	the	summary	statements	in	Table	11	above.	
4.5 Textual-Structural	description	of	data	collection	cycle	2	For	the	second	research	cycle,	eight	experienced	IS	project	managers	(see	Table	 6)	 not	 involved	 in	 the	 first	 cycle	were	 recruited	 as	 co-researchers.	This	section	 provides	 a	 textual-structural	 description	 of	 individual	 interviews.	However,	 for	 the	 sake	 of	 clarity,	 the	 accounts	 of	 two	 interactions	 with	 co-researcher	 (Zodiac	 Blumenthal	 and	 Monique	 Sales)	 are	 provided	 in	 detail,	because	 these	 narratives	 are	 a	 good	 representation	 of	 the	 eight	 interviews.	Specifically,	they	covered	the	majority	of	the	issues	pertaining	to	the	processes	that	 assist	 project	 managers	 with	 managing	 the	 acquisition,	 storage	 and	maintenance	of	experience	in	IS	projects.	For	brevity,	the	accounts	of	the	other	six	interviews	(Ken	Livingstone,	Trevor	Morgan,	Monique	Sales,	Tom	Long,	Adam	Jones,	Chris	Thompson,	Zodiac	Blumenthal	and	Teresa	Clarke)	are	provided	as	a	summary.	 The	 inclusion	 of	 the	 data	 from	 all	 eight	would	 have	 resulted	 in	 an	overwhelming	amount	of	data	and	would	have	made	it	difficult	for	the	reader	to	fully	appreciate	the	depth	and	coverage	of	themes	in	this	chapter	of	the	thesis.			 	
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4.5.1	Interview	settings	To	 facilitate	 the	 project	managers’	 busy	 schedules,	 all	 interviews	were	conducted	 at	 a	 place	 convenient	 for	 the	 co-researchers.	 Five	 interviews	were	conducted	at	the	interviewee’s	place	of	work,	one	at	my	university	and	two	over	the	 phone.	 Face-to-face	 interviews	 were	 designed	 to	 create	 an	 informal	 and	relaxed	environment	and	were	 conducted	 in	an	 informal	setting	over	a	 cup	of	coffee	 or	 tea	 in	 a	 suitable	 location.	 All	 interviews	 were	 audio	 recorded	 and	transcribed.	
4.5.2	Epoché	prior	to	the	interviews	All	 individuals	 I	 interviewed	 in	 the	 focus	 group	 for	 the	 initial	 data	collection	cycle	appeared	to	be	very	motivated	to	participate	in	my	research,	so	I	was	very	excited	to	build	on	the	initial	data	collection	cycle.	By	now	it	had	become	obvious	that	experience	management	in	IS	projects	was	of	significant	interest	to	project	 managers	 and	 organisations.	 The	 opportunity	 to	 have	 individual	conversations	building	on	the	initial	cycle	was	exciting,	and	I	hoped	to	identify	some	organisation	specific	approaches	to	address	the	challenges	during	the	one-on-one	interviews.	At	 this	 stage,	 I	 had	 analysed	 the	 initial	 focus	group,	 and	 the	 paragraph	below	 summarises	 my	 self-reflection	 after	 that	 analysis	 (first	 data	 collection	cycle):	
“During	the	first	hermeneutic	cycle,	I	have	been	exposed	to	several	opinions	
and	statements	of	lived	experiences	from	skilled	project	managers	in	large	
Australian	 organisations.	 All	 these	 project	 managers	 agreed	 that	 the	
acquisition,	storage	and	maintenance	of	experience	is	complex	and	project	
managers	highlighted	certain	techniques	that	their	organisations	or	they	as	
individuals	 used	 to	 facilitate	 the	 acquisition	 and	 storage	 of	 project	
experience.	 The	 lack	 of	 a	 structured	 approach	 based	 on	 the	 experience	
management	tools	and	techniques	I	discovered	during	my	literature	review	
make	me	question	the	relevance	of	these	tools	and	techniques.	However,	all	
project	 managers	 emphasised	 the	 importance	 of	 experience	 acquisition,	
storage	and	maintenance	in	project	management	and	all	project	managers	
had	some	ideas	of	what	could	assist	and	what	might	inhibit	the	acquisition,	
storage	and	maintenance	of	experience.	The	result	of	this	first	hermeneutic	
cycle	was	that	I	learnt	what	I	had	to	extract	[from?]	the	practice	as	lived	by	
project	 managers	 with	 regards	 to	 the	 benefit	 of,	 and	 the	 management	
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environment	for	the	acquisition,	storage	and	maintenance.	This	required	me	
to	motivate	co-researchers	 to	open	up	and	share	their	 lived	experience	to	
successfully	acquire	bias	free	comprehension	and	to	focus	on	the	raw	data	
without	presuppositions	when	drawing	conclusions".	(Bardo	Fraunholz,	3rd	Bias	Statement,	21	March	2014)	
4.5.3	Textual-Structural	description	of	the	experience	as	lived	by	Zodiac	
Blumenthal	Zodiac	Blumenthal	was	a	program	manager	at	a	large	telecommunication	services	 company	 referred	 to	 as	Organisation1.	 Organisation1	was	 constantly	involved	 in	 IS	 projects,	 and	much	 of	 the	work	was	 done	 through	 outsourcing	using	external	contractors,	both	locally	and	internationally.	Organisation1,	due	to	its	size,	had	a	large	number	of	internal	project	managers.		Project	teams	were	specialised	and	consisted	of	a	core	of	permanent	staff	supplemented	by	contractors	as	desired	and	needed.	To	fulfil	the	requirements	of	any	individual	project,	this	mix	of	permanent	and	contract	staff	is	adjusted	as	required	to	achieve	the	best	project	outcome.	The	project	management	structure	in	the	organisation	is	prescribed	by	the	organisational	structure	and	consists	of	specialised	 teams	 for	 specific	 types	 of	 projects.	 The	 statements	 of	 this	 co-researcher	 are	 evaluated	 against	 the	 backdrop	 of	 an	 experienced	 IS	 project	management	organisation	with	established	and	tested	processes.	The	way	this	organisation	is	running	its	project	is	organised	as	follows:		
“As	a	program	manager,	I’ve	got	a	number	projects	running	under	me	at	any	
one	time.	So,	I’ve	got,	I	think	the	number	is	seven	project	managers,	each	of	
which	is	looking	after	between	two	to	five	pieces	of	work	at	some	phase	in	
the	software	delivery	life	cycle	at	any	time.	So,	my	group	mainly	handles	the	
capture	 of	 requirements,	 agreeing	 of	 solution,	 and	 then	 we	 hand	 over	
responsibility	for	the	project	to	another	team	that	does	order	the	delivery,	
the	building,	the	testing	and	the	deployment.	That’s	the	role	that	I’m	in	now.	
Previously	though	I	have	been	in	teams	where	we	were	responsible	for	the	
entire	intuit	life	style	course,	so	we	did	the	requirements,	and	then	we	also	
ran	the	solution	all	the	way	through	the	deployment,	and	then	we’d	start	a	
new	project.	So,	we’d	go	back	and	we’d	gather	requirements	again."	(Zodiac	
Blumenthal	line	9)	The	structure	of	Organisation1	is	somewhat	unusual	compared	to	the	way	project	 management	 is	 facilitated	 in	 the	 organisations	 of	 the	 other	 co-
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researchers.	Programmes	do	not	consist	of	discrete	projects	but	a	collection	of	discrete	 subprojects	 in	 a	 particular	 area	 of	 expertise.	 Zodiac	 Blumenthal	describes	this	as	follows:		
"My	team	and	I	have	accountability	to	see	the	through	completion	in	terms	
of	we	initiate	the	projects.	So,	we	are	the	project	owners.	But	we	–	once	you	
get	 to	 a	 point,	 where	 the	 business	 is	 happy	with	 their	 requirements,	 the	
business	is	happy	with	the	solution	we	are	proposing.	We’ve	really	been	just	
managing	 a	 delivery	 team	 or	 multiple	 delivery	 teams	 to	 deliver	 the	
functionality.	So,	the	aspects	of	delivery	that	a	solution	delivery	centre	would	
get	 from	 project	 to	 project	 would	 be	 handled	 in	 their	 particular	
team."	(Zodiac	Blumenthal	line	26)	This	approach	facilitates	a	very	granular	governance	of	projects	and	has	the	advantage	that	projects	become	more	contained	and	that	within	a	particular	project	 team	 the	 expertise	 can	 be	 built	 up	 or	 developed	 more	 efficiently.	However,	 this	 comes	 at	 the	 cost	 of	 effective	 communication	 across	 the	whole	project.	The	next	section	will	explore	how	the	project	manager	in	Organisation1	manages	 experience	 in	 IS	 projects.	The	 structure	 of	 the	 sections	 reflects	 the	emergent	themes.	
4.5.3.1	The	acquisition,	storage	and	maintenance	of	project	lessons	learnt	The	 extensive	 experience	 as	 a	 program	 manager	 as	 described	above	makes	 this	 co-researcher	highly	knowledgeable	on	 the	 issues	of	project	experience	and	managing	its	acquisition,	storage	and	maintenance.	To	describe	how	 the	organisation	acquires	experience	as	 best	practice,	Zodiac	Blumenthal	stated	the	following:		
"I’d	say	we’re	very	very	good	at	capturing	success	in	my	program,	we	are	not	
so	great	at	identifying	failure	and	reacting	to	it,	and	I’ll	explain	why.	The	one	
consistent	link	between	all	the	seven	of	my	project	managers	is	me.	So,	they	
all	report	on	to	me.	I	encourage	them	to	talk	between	themselves	and	get	
together.	But	they	are	working	on	very	different	subject	areas.	And	so	quite	
often	project	manager	A	and	project	manager	B	whilst	they	are	a	part	of	the	
program	and	they	are	following	the	same	processes,	the	subject	matter	they	
talk	about	is	very	very	different."	(Zodiac	Blumenthal	line	53)	
4.5.3.2	Organisational	inhibitors	affecting	project	experience	management	Much	of	the	experience	management	centres	on	the	success	of	IS	projects.	The	 program	 manager	 collects	 this	 experience	 across	 all	 the	 projects	 in	 the	programme.	 Experience	 management	 at	 a	 project	 manager	 level	 proves	 very	
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difficult,	as	a	lot	of	the	IS	projects	are	very	different	by	nature.	Capturing	failure	is	an	area	that	is	avoided.	The	acquisition,	storage	and	maintenance	of	success,	however,	is	quite	formalised	in	the	organisation:		
"So,	the	one	thing	that	we	can	unify	is	the	way	we	do	process.	And	it	is	really	
observational	 by	 me,	 where	 I	 have	 a	 luxury	 in	 that,	 I	 have	 a	 dedicated	
resource	–	resources	in	fact,	who	are	responsible	just	for	looking	at	the	way	
that	we	run	our	processes.	So,	the	process	of	going	from	an	initial	piece	of	
work	scoping	it	out,	gathering	requirements,	doing	design,	and	then	handing	
it	over	to	a	constructor,	I’ve	got	a	resource	who	for	a	long	time	their	only	job	
was	to	make	sure	that	that	worked	well.	And	so,	what	I	was	able	to	do,	was	
when	I	observed	–	when	I	got	knowledge	from	one	of	my	project	managers	
that	something	they’d	done	well	was	good,	and	they	took	me	through	it,	I	
would	 say:	 this	 is	 great!	 Can	 you	 go	 tell	 "[…]",	 who	 is	 the	 guy	 who	was	
working	on	it,	"[…]"	you	need	to	get	this	into	our	process,	and	you	need	to	
roll	 this	 out	 the	 team.	And	 so,	we	went	 through	a	period	 for	about	 three	
months,	where	every	two	weeks,	we	just	rolled	out	a	new	process	pack.	And	
we	said	based	the	–	project	manager	A	has	just	done	this,	it’s	worked	really	
really	well.	We	are	gonna	give	all	the	beauty	to	 it.	Project	manager	B	has	
done	this	really	really	well.	We	now	are	getting	all	of	this	endorsed.	So,	we	
are	proactive	in	when	we’ve	identified	something	that	worked,	rolling	it	out	
to	everyone."	(Zodiac	Blumenthal	line	59)	Success	is	translated	into	best	practice	and	formalised	as	a	process	by	a	dedicated	experienced	resource.	This	resource	must	be	capable	of	evaluating	the	usefulness	 of	 the	 experience.	 If	 the	 experience	 is	 considered	 generally	 useful,	then	 it	 is	 translated	 into	 a	 best	 practice	 process	 that	 is	 then	 rolled	out	 to	 the	second	project	manager	and	across	the	programme.	Zodiac	Blumenthal	explained	that	the	following	approach	was	adopted	to	prevent	this	process	from	becoming	too	formalised	and	overpowering:		
"We	haven’t	been	that	quick	going	the	other	way.	So,	I	think	one	of	the	things	
that	I	just	do	–	I	just	came	back	from	training	over	the	last	two	days.	I	was	
of	doing	optimizing	the	work	place	training,	and	we	were	looking	at	lean	
methods	"[…]"	one	of	the	things	that	it	forced	me	to	do,	was	take	my	process	
that	has	built	up	over	the	course	of	eighteen	months	and	go	through	and	
start	identifying	waste.	And	so,	I’ve	got	ten	or	twelve	waste	items	now	in	my	
life	cycle,	but	 I’ve	sort	of	 stopped	and	had	a	 look	at	 it.	Now	I’m	gonna	go	
back.	So,	I	think	within	the	program	itself,	within	the	team,	we’ve	been	very	
good	at	pulling	success	in,	because	we	had	the	luxury	of	owning	a	dedicated	
resource,	whose	only	role	is	to	implement	that	stuff	and	make	it	happen.	We	
weren’t	so	great	doing	failure."	(Zodiac	Blumenthal	line	73)	Processes	in	the	programme	are	constantly	evaluated	and	refined,	as	well	
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as	 de-cluttered,	 to	 ensure	 they	 are	 beneficial	 and	 do	 not	 create	 an	 additional	burden.	This	approach	has	been	very	successful	in	translating	positive	experience	into	process	and	keeping	these	processes	efficient.	Having	a	dedicated	resource	was	identified	as	a	key	to	the	acquisition	of	positive	experience.	The	acquisition,	storage	and	maintenance	of	negative	or	bad	experience,	by	contrast,	proved	to	be	more	difficult	and	was	not	implemented	successfully.		The	use	of	a	specific	project	resource	(person)	to	manage	the	acquisition,	storage	 and	 maintenance	 of	 experience	 is	 an	 unusual	 approach	 for	 most	organisations.	 It	 is	 therefore	 interesting	 to	 look	 at	 this	 in	more	 detail.	 Zodiac	Blumenthal	provided	the	following	information:	
“[…]	when	they	joined,	they	were	specifically	looking	just	the	way	that	we	
managed	 requirements,	 and	 the	 way	 that	 we	 did	 traceability	 of	
requirements.	We	had	a	really	big	gap	in	our	program,	where	we	would	find	
ourselves	 delivering	 something.	 But	 –	when	 it	 worked	well,	 it	was	 great,	
when	 it	 didn’t	work	well,	 people	went	 back	 and	 said:	 show	me	what	 the	
requirements	were!	Show	me	what	you’re	building	against!	And	actually,	we	
had	a	big	problem	there.	So,	we	found	ourselves	a	little	bit	of	extra	money,	
and	 we	 found	 ourselves	 with	 a	 resource	 who	 had	 been	 doing	 the	 roll	
somewhere	else.	They	became	available,	and	we	got	them,	and	we	brought	
them	in.	And	that	was	their	main	job.”	(Zodiac	Blumenthal	line	89)	This	approach	is	rather	unusual,	and	even	though	the	use	of	resource	was	clearly	valuable,	it	was	only	a	temporary	installation	to	improve	best	practice:	
“We	 had	 the	 luxury	 for	 six	 months,	 when	 we	 were	 starting	 up	 while	
transforming	 the	 program	 to	 have	 a	 dedicated	 resource.	 And	 it	 was	 an	
amazing	luxury	for	me,	because	there	was	someone	who	I	trusted	to	take	my	
ideas,	my	concepts	and	quickly	come	on	board.	I	ask	can	you	put	that	into	a	
process	document	for	me	or	develop	slides	or	a	way	to	communicate	this	to	
the	team.	And	it’d	come	back	two	days	later	and	[it]	would	be	done.	So	that	
was	a	really	good	luxury	of	having	a	dedicated	resource	and	I	think	the	right	
resource	in	there	who	was	able	to	take	that	and	that	was	his	sole	job	for	a	
solid	six	months.	(Zodiac	Blumenthal	line	103)	This	 project	 resource	 acts	 as	 the	 primary	 communication	 interface	 in	Organisation1,	 capturing	 the	 success	 in	 different	 projects,	 recording	 best	practice,	communicating	to	the	program	manager,	developing	communication	for	the	 programme	 manager	 to	 the	 project	 managers	 about	 best	 practice	 and	collecting	feedback.	To	fully	appreciate	how	best	practice	was	implemented,	it	is	important	to	understand	the	primary	purpose	of	this	resource.	This	resource	was	
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deployed	to	identify	best	practice,	document	and	implement	this	practice	across	the	whole	programme.	To	achieve	 this	 continuous	 improvement,	best	practice	needed	to	be	formalised	as	a	process.	When	asked	if	Organisation1	implemented	processes	for	project	experience	management,	Zodiac	Blumenthal	responded:	
We	have	to	do	it,	because	we’re	not	just	a	one	and	done.	We	are	actually	–	
we	are	a	 consistent	program,	but	we’re	 iterating	–	 this	 financial	 year	we	
were	 going	 to	 try	 and	 iterate	 a	 hundred	 pieces	 of	 work	 through	 our	
program.	You	can’t	just	go	and	relent	a	hundred	pieces	of	work	start	of	and	
run.	You	have	to	have	a	process	to	track	them	with.	The	challenge	we	have	
is	that	the	process	we’re	going	to	apply	is	a	process	that	has	a	lot	of	waste	in	
it.	And	we	need	to	go	back	and	get	rid	of	that,	but	identifying	the	process	and	
making	it	work	was	the	way	that	we	had	to	do	this	through	necessity.	We	
have	 seven	 projects	 managers.	 They	 are	 all	 very	 busy.	 They	 are	 from	
different	 backgrounds.	 So,	 they	 are	 a	mix	 of	 consultants	 and	 permanent	
employees.	So,	they	all	had	different	motivations.	They	all	had	different	skill	
levels	they	brought.	The	only	way	to	make	sure	that	we	were	consistent	was	
to	 put	 that	 process	 down	 and	 ask	 them	 to	 follow	 it.	 But	 we’re	 getting	
experience	 and	 feeding	 that	 experience	 back	 into	 the	 process	 to	 better	
inform	everyone	else.	That	was	a	very	informal	thing.	It	was	–	effectively	it	
came	to	me.	Either	someone	said	to	me:	this	was	good	or	I	observed	that	it	
was	good,	and	I	reported	back	to	this	resource,	and	they	were	the	one	who	
rolled	it	back	out	to	the	general	process.	(Zodiac	Blumenthal	line	119)	Providing	 technology	 solutions	 poses	 another	 challenge	 for	 the	organisation.	 Organisations	 running	 IS	 projects	 tend	 to	 use	 several	 modern	technology	solutions	such	as	SharePoint,	and	these	solutions	yield	some	tangible	benefits	with	regards	to	distributed	work	and	security.	However,	the	majority	of	staff	 will	 not	 use	 these	 advanced	 system	 capabilities	 and	 stick	 to	 the	 basic,	mandated	use	of	the	available	systems.	Overall	the	organisation	uses	a	lot	of	different	tools.	Most	of	the	tools	are	standard	 software	 such	 as	Microsoft	 Project,	 PowerPoint	or	Word.	 The	use	of	these	tools	serves	different	purposes,	but	that	will	not	directly	contribute	to	any	IS	project	experience	acquisition,	storage	or	maintenance.	For	large	organisations,	one	of	the	key	challenges	lays	in	the	specialisation	on	particular	tasks.	Very	often	IS	projects	and	large	organisations	are	segmented	and	broken	down	into	particular	subprojects	led	by	a	specific	project	manager	just	 responsible	 for	 the	 subproject,	 and	 this	 segmentation	 discourages	communication.	 Thus,	 any	 type	 of	 experience,	 even	 within	 the	 same	 project,	
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remains	 within	 the	 area	 where	 it	 was	 first	 encountered.	 Similarly,	 if	 that	experience	was	relevant	 for	other	parts	of	the	same	project,	that	experience	is	rarely	shared.	
“There	isn’t	a	lot	of	coming	together	and	sharing	this	type	of	things.	A	lot	of	
the	time,	it’s	almost	like	the	business	says,	if	I	have	a	project	manager,	I	need	
an	IT	project	manager.	But	the	business	person	can’t	do	what	the	IT	person	
does,	because	they	are	just	not	on	the	same	group.”	(Zodiac	Blumenthal	line	
689)	Organisations	often	focus	on	the	alignment.	Alignment	in	this	context	is	not	 necessarily	 the	 alignment	 within	 projects,	 but	 it	 is	 the	 alignment	 with	customers’	 needs.	 This	 alignment	 view	 with	 a	 focus	 on	 the	 customer	 is	 not	designed	to	promote	experience	acquisition.	It	is	focused	on	getting	the	job	done	without	adverse	impact	on	the	organisation.	As	the	project	is	done	for	a	specific	customer,	 the	 primary	 focus	 is	 on	 the	 short-term	 benefit	 of	 completing	 the	contract	successfully	without	the	long-term	benefit	of	learning	from	the	project	and	reusing	the	experience	for	a	future	client	project.	
4.5.3.3	Organisational	enablers	of	project	experience	management	One	way	for	the	organisation	to	improve	the	experience	management	is	to	strengthen	the	role	of	the	Project	Management	Office	(PMO).	 In	the	absence	of	any	 formal	 structure	 or	 technology	 to	 acquire	 project	 learning	 or	 project	experiences,	 the	 process	 is	 dependent	 on	 the	 individual	 to	 recognise	 and	nominate	good	practice	and	to	ensure	it	is	recognised	by	the	organisation.	The	PMO	can	assist	with	that.	
“I	can	either	communicate	with	the	PMO	or	the	PMO	is	there	as	part	of	the	
regular	meetings	or	the	regular	processes	that	I	set	up	all	in	my	delegence.”	
(Zodiac	Blumenthal	line	266)	The	PMO	plays	an	important	role.	In	the	past,	different	programmes	were	supported	by	different	PMOs,	which	created	silos	and	misalignment.	
“Now	PMO	is	altogether,	and	they	run	across	all	of	the	organisation,	and	so	
rather	than	you	having	your	own	dedicated	PMO	office,	you	just	have	this	
PMO	block	at	a	resource,	and	you’d	go	to	them	–	everyone	would	go	into	the	
same	front	door,	and	you’d	ask	for	what	you	need,	and	they	would	help	you	
answer	it.”	(Zodiac	Blumenthal	line	482)	
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In	this	centralised	environment,	and	with	more	empowered	PMOs,	skills	become	more	 interchangeable,	 and	 this	 helps	 with	 managing	 the	 acquisition,	storage	and	maintenance	of	experience	through	centralisation.	
“Without	the	existence	of	a	parallel	knowledge	management	or	knowledge	
sharing	 group	 that	 runs	 across	 everyone,	 the	 PMO	 is	 the	 one	 group	 that	
everyone	has	to	use.”	(Zodiac	Blumenthal	line	534)	For	this	approach	to	work,	the	PMO	must	have	some	significant	authority,	and	the	approach	must	be	led	with	sufficient	seniority	within	the	organisation.	It	is	also	critical	that	the	necessary	communication	from	the	projects	be	channelled	through	the	PMO.	Another	 useful	 organisational	 concept	 is	 the	 ‘fail-wall’.	 This	 concept	requires	people	to	put	up	and	communicate	problems.	
“But	it	requires	people	to	be	very	brave	about	it.	It	requires	people	to	not	feel	
like	 they	get	 judged,	 either	by	 their	business	 sponsor	 or	we	have	 a	 lot	of	
benders,	professional	services	people,	and	a	lot	of	the	times	they	don’t	want	
to	put	up	their	failures,	in	case	next	time	around	someone	is	influenced	by	
that,	and	they	decide	not	to	choose	or	they	don’t	want	to	be	competitors	to	
say	that	they	failed	about	something.”	(Zodiac	Blumenthal	line	299)	The	problem	is	that	failure	is	often	not	seen	as	an	opportunity,	and	thus	human	nature	prefers	to	hide	failure	rather	than	making	failure	transparent.	This	approach	 is	 becoming	more	 prominent	 but	 is	 also	 seen	 as	 riskier.	Within	 the	concept	 of	 agile	 project	 management,	 the	 ‘fail-wall’	 is	 integrated	 into	 the	methodology	and	practice.	For	organisations	running	IS	projects,	some	of	the	features	of	agile	project	management	present	the	opportunity	to	facilitate	experience	management.	The	iterative	 nature	 of	 agile	 project	 management	 provides	more	 opportunities	 to	break	down	work	into	smaller	chunks,	called	sprints,	and	to	critically	reflect	on	the	work	at	each	particular	stage,	with	a	focus	on	learning	from	the	last	sprint	and	to	assess	the	achievements	and	readjust	the	project	plan	if	and	as	required.	
“You’ve	done	what	you	can,	now	stop.	Have	a	look	at	what	you’ve	done!	Have	
a	look	at	what	you’ve	haven’t	done!	Go	back	and	plan	your	next	cycle!	So,	I	
think	the	one	of	the	main	benefits	or	one	of	the	things	that	I’m	excited	about	
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in	terms	of	being	more	agile	even	at	the	requirement	stage	is	by	embracing	
the	process.”	(Zodiac	Blumenthal	line	646)	
4.5.3.4	Individual	approaches	A	strong	focus	on	individuals	and	the	organisation	is	the	identification	of	practices	that	work	well.		
“If	something	worked	well,	and	they	were	proud	about	it,	they’d	normally	
bring	to	me.”	(Zodiac	Blumenthal	line	138)	Individuals	 in	 these	 projects	 are	 particularly	 enthusiastic	 when	 they	identify	 a	 practice	 that	 has	 the	 potential	 to	 be	 beneficial	 for	 the	 overall	programme.	 If	 it	 is	 not	 a	 universal	 practice,	 some	project	managers	 are	more	focused	on	their	needs	and	identify	what	worked	well	within	their	projects,	but	communicating	it	further	is	beyond	the	boundaries	of	the	project.	This	 is	 an	 opportunity	 for	 the	 role	 of	 the	 program	 manager.	 If	 the	programme	 is	 transparent	 enough,	 and	 the	 program	 manager	 can	 keep	 an	involvement	across	all	projects	 in	a	programme,	 then	the	project	manager	can	facilitate	managing	the	acquisition,	storage	and	maintenance	of	best	practice.		
“I	now	can’t	do	that	every	week,	there	is	two	to	three	other	people	who	go	in	
and	do	 it.	And	so,	we’ve	now	got	 three	sets	of	eyes	 looking	at	each	of	 the	
different	 project	 managers	 for	 a	 couple	 of	 different	 reasons.”	 (Zodiac	
Blumenthal	line	153)	In	larger	programmes,	however,	this	direct	involvement	of	the	program	manager	 is	unlikely	 to	be	possible.	 It	 is,	 therefore,	a	good	approach	to	 involve	specific	 individuals	 to	 facilitate	 this	 type	 of	 reflective	 process	 through	 a	structured	way	by	e.g.	focusing	on	requirements,	finances	and	communication.	For	the	program	manager,	it	is	a	question	of	judgement.	Dedicating	three	resources	 to	 facilitate	 communication	 and	 observation	 might	 be	 considered	costly.	On	the	other	hand	
“[…]	whilst	we	were	having	three	people	together	every	week	to	look	at	that	
is	a	bit	wasteful,	it	actually	gives	you	a	perspective	on	that	PM	that	they	are	
not	able	 to	get	 themselves,	because	the	project	managers	are	at	different	
levels	of	experience.”	(Zodiac	Blumenthal	line	171)	To	have	these	additional	resources	is	beneficial,	and	if	there	is	an	issue,	
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then	 these	 resources	will	 also	assist	 the	project	manager	as	 required	 to	work	through	any	evolving	problem.	This	distributed	approach	not	only	 facilitates	a	neutral	 look	 at	 this	 practice,	 but	 it	 also	 assists	 the	 project	 manager	 with	important	tasks	and	creates	a	repository	of	experience.	The	traditional	model	of	weekly	 meetings	 is	 still	 considered	 useful;	 however	 minutes	 are	 no	 longer	necessary	because	the	additional	project	staff	are	also	allocated	specific	tasks	to	relieve	the	project	manager.	This	in	turn	not	only	increases	the	experience	space	within	the	project	but	also	helps	increase	the	speed	of	project	delivery.	Instead	of	taking	 minutes	 of	 all	 the	 action	 items	 for	 the	 project	 manager,	 it	 is	 now	 the	responsibility	of	each	participant	to	record	their	own	action	items.	
4.5.3.5	Technical	facilitation	of	project	experience	management	Email	has	proven	to	be	a	common	tool	used	in	project	management.	Much	of	the	communication	is	done	via	email.	Nonetheless	email,	just	like	any	form	of	communication,	does	not	contribute	to	transparency	and	does	not	help	with	the	management	of	project	experience.	A	possible	solution	is	the	use	of	an	electronic	document	management	systems	(EDMS).	Apart	 from	the	obvious	advantage	of	EDMS	not	being	restricted	by	the	mailbox	size	inherent	in	email,	an	EDMS	creates	the	 central	 repository	 by	 default,	 just	 through	 using	 it.	 It	 could	 improve	transparency	 to	 a	 certain	 extent,	 and	 it	 makes	 artefacts	 searchable	 and	encourages	 sharing.	 However,	 while	 an	 EDMS	 can	 improve	 document	management,	it	will	not	solve	the	issues	surrounding	communication.	
“People	start	to	build	their	own	list	of	links	and	share	those	lists	of	links	and	
start	to	use	the	links.	The	knowledge	starts	to	share	around	the	organisation	
a	little	bit	that	way.”	(Zodiac	Blumenthal	line	340)	Another	useful	technology	tool	is	a	wiki.	A	wiki	can	be	used	to	develop	a	shared	body	of	experience.	
“Pages	are	updated	every	day.	It’s	consistently	churning	as	new	products	are	
released	and	there	is	new	practices	coming	and	there	is	new	work	around	to	
discover.”	(Zodiac	Blumenthal	line	346)			 	
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4.5.4	Textual-Structural	description	of	the	experience	as	lived	by	Monique	Sales	Monique	 Sales	 is	 a	middle	 level	 IS	 project	manager	with	 a	 large	 bank,	referred	to	as	Organisation2,	responsible	 for	 the	 implementation	of	marketing	projects,	especially	in	electronic	marketing	and	social	media.	The	organisation	is	considered	innovative,	with	a	modern,	flexible	structure	and	a	desire	to	be	visible	through	their	campaigns.		Due	 to	 the	 cross-disciplinary	 nature	 of	 the	 projects	 Monique	 Sales	manages,	 she	has	an	 interdisciplinary	project	 team	around	her	 to	support	 the	core	demands.	Nonetheless,	the	stakeholders	and	functional	areas	that	support	her	projects	change	very	frequently.	The	organisation	is	experienced	in	running	projects	and	commonly	uses	external	as	well	as	internal	experts.	The	narrative	of	this	co-researcher	is	evaluated	against	the	backdrop	of	an	experienced	manager	within	a	large	organisation	but	in	the	domain	of	marketing	where	projects	are	not	as	structured	and	governed	as	in	an	organisation	running	pure	projects.	
“So,	if	you	look	at	marketing:	we	are	probably	not	as	structured	as	a	project	
management	team	for	example.	So,	we’ve	got	our	own	sort	of	process,	which	
is	more	tailored	to	the	type	of	work	that	we	do.”	(Monique	Sales	line	24)	Organisation2	 is	 an	 organisation	where	 project	management	 is	 not	 the	core	business,	but	project	management	is	nonetheless	frequently	used	to	support	its	 core	 business	 functions.	 Organisation2	 does	 run	 projects	 across	 multiple	divisions	 on	 a	 regular	 basis.	 Unlike	 the	 other	 co-researchers’	 organisations,	however,	 this	organisation	 is	 in	an	 industry	that	 is	heavily	regulated	and,	 as	a	result,	must	comply	and	report	on	compliance.	
4.5.4.1	The	acquisition,	storage	and	maintenance	of	project	lessons	learnt	Organisation2	 is	 a	 large	 organisation	 that	 uses	 technology	 to	 facilitate	communication	 and	 to	 help	 manage	 its	 processes.	 The	 technologies	 used	 are	more	geared	towards	workflow	management	rather	than	project	management.	There	are	also	some	open	communication	tools	that	are	more	unstructured	and	rely	 on	 user	 participation.	 Overall	 there	 is	 no	 unified	 infrastructure	 that	 is	mandated	or	used	across	all	projects	within	the	organisation.	
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“When	you’re	working	for	a	large-scale	organisation	as	I	work	in.	Yes,	there	
are	some	tools	and	infrastructure	that’s	available	like	yammer,	SharePoint,	
templates	 that	we	can	use	to	document,	concept	papers	or	whatever	 that	
might	be.	But	the	way	that	they’re	used	across	the	organisation,	there’s	new	
ones,	there’s	in	different	ones	in	teams.”	(Monique	Sales	line	21)	The	structure	of	project	management	in	Organisation2	is	formal.	A	new	project	needs	to	be	scoped	around	a	business	case,	and	this	includes	a	detailed	description	of	the	purpose	of	the	project,	etc.	This	process	is	managed	through	SharePoint,	where	relevant	documents	are	made	available	to	key	stakeholders	to	review	and	provide	feedback.		
“Everything	 is	documented	right	 from	the	start	–	 if	 it’s	a	new	project	you	
would	do	a	document	to	actually	provide	an	overview	of	what	the	project	is.”	
(Monique	Sales	line	27)	Once	all	essential	stakeholders	are	satisfied	with	the	documentation,	it	is	signed	off	through	SharePoint,	and	the	project	can	commence.	The	filing	of	past	projects	and	the	associated	documentation	is	done	in	a	more	conventional	way	using	a	shared	network	drive	facility.	Files	are	dumped	in	folders	using	the	‘job	number’	or	‘campaign	number’	for	future	reference.	The	problem	with	 this	 approach	 to	 acquisition	 is	 that	 the	 actual	 content	 of	 these	folders	is	not	transparent.	Unless	someone	has	previously	worked	on	any	of	these	projects,	it	is	unlikely	staff	would	find	relevant	documentation	from	past	projects	to	use	for	the	planning	of	similar	or	even	related	future	projects.	Monique	Sales	uses	her	own	past	experience	and	the	personal	documentation	from	her	own	past	projects	to	plan	future	projects.	
“[…]	often	if	a	new	project	comes	up	you	start	to	think	about:	have	you	done	
something	similar	in	the	past.	And	if	you	have	you	would	visit	those	archives,	
and	 actually	 see	 the	 documentation	 rather	 than	 starting	 from	 scratch.”	
(Monique	Sales	line	34)	This	approach	does	require	intimate	knowledge	of	the	previous	project.	As	 a	 result,	 the	 experience	 from	 the	 previous	 projects	 is	 insulated	 and	 only	accessible	 by	 the	 project	 team.	 To	 overcome	 this	 issue,	 the	 acquisition	 and	storage	of	such	experience	is	required.	
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4.5.4.2	Organisational	inhibitors	affecting	project	experience	management	Organisation2	is	a	modern	organisation	that	prides	itself	on	modern	work	practices.	The	benefit	of	 this	 is	 that	staff	have	much	flexibility	with	regards	to	work	arrangements.	Staff	are	permitted	to	work	from	home	and	have	working	hours	that	are	flexible.	To	manage	this	flexibility:	
“[…]	at	the	organisation,	here	we	have	flexi-desk,	which	means	we	don’t	sit	
at	the	same	place	every	day.	We	have	a	locker,	like	high	school	at	the	end	of	
every	day	we	pack	up.	In	the	morning,	we	come	and	take	our	stuff	out	and	
we	just	walk	around	the	floor.	And	wherever	you	get	an	empty	desk,	you’d	
sit	there.	So	sometimes	there	are	days,	when	I	actually	don’t	come	face	to	
face	with	any	of	my	team	or	my	stakeholders	and	you	don’t	even	know	where	
they	are	sitting	in	the	building.	And	there	is	going	to	be	more	of	that	in	the	
new	 building,	 even	 more.	 And	 it’s	 really	 all	 about	 work	 license	 flexible	
working	arrangement,	and	the	idea	is	people	could	be	anywhere	and	work	
in	two	or	three	teams.”	(Monique	Sales	line	414)	From	an	IS	project	experience	management	point	of	view	this	flexibility	can	have	significant	drawbacks.	Not	being	aware	of	the	location	of	team	members	and	 not	 sharing	 a	 physical	 location	 is	 one	 of	 the	 key	 problems	 inhibiting	knowledge	management	in	organisations.	This	lack	of	active	exchange,	in	turn,	has	 direct	 negative	 implications	 for	 managing	 the	 acquisition,	 storage	 and	maintenance	of	experience	in	IS	projects.	Organisation2	 does	 not	 have	 an	 organisational	 memory	 concerning	projects	(or	project	memory)	in	the	shape	of	a	formal	system.	
“A	lot	of	that	is	reliant	on	people	more	than	the	systems.	If	someone	like	me	
who	was	being	with	the	organisation	for	a	really	long	time,	it’s	probably	a	
lot	more	easier	to	me,	because	you	kind	of	hold	a	lot	of	that	IP	in	your	head,	
and	 you	 sort	 of	 know	 where	 to	 go	 for	 what.	 But	 there	 is	 a	 portal	 or	
SharePoint	where	 you	 can	 actually	 go	 and	 search	 by	 dates	 or	 you	 could	
search	by	keywords	and	things	like	that.	But	it’s	very	much	reliant	on	people	
to	prize	you	in	that	role,	to	make	sure	that	they’ve	done	their	job	prettily.”	
(Monique	Sales	line	44)	A	SharePoint	site	is	made	available	by	the	organisation,	which	is	intended	to	facilitate	the	sharing	of	experience.	However,	this	is	an	unstructured	site,	and	the	use	of	 it	 is	not	mandated.	 It	relies	on	the	goodwill	and	devotion	of	staff	 to	populate	 the	 site.	 It	 is	 also	 difficult	 to	 locate	 relevant	 documentation	 because	there	is	no	intelligence	to	help	with	the	search	process.	Unless	one	knows	what	
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to	look	for,	finding	the	right	documentation	is	very	difficult	or	even	impossible.	The	 organisation	 has	 gone	 through	 a	 drive	 to	 improve	 the	 quality	 of	project	 management.	 As	 part	 of	 this	 drive,	 the	 organisation	 mandated	 the	reduction	 of	 waste.	 Excessive	 documentation	 is	 considered	 waste	 by	 the	organisation,	and	the	‘Kaizen’1	process	has	resulted	in	a	reduction	of	structured	documentation.	In	the	past,	it	was	possible	for	the	project	manager	to	walk	into	an	area	of	the	organisation	and	ask	for	the	full	documentation	of	a	project.	This	file	 included	 documents	 and	 written	 feedback,	 incorporating	 campaigns	 and	signatures.	 It,	 therefore,	 provided	 the	 full	 history	 of	 all	 activities	 during	 that	specific	campaign	project.	The	result	of	the	reduction	in	waste,	however,	is	that	it	is	now	not	possible	to	identify	a	single	data	point	with	full	documentation	about	a	project.	
So,	in	some	ways	audit	trails	have	become	very	fluid,	and	we’re	looking	at	
lots	of	different	data	points	to	actually	find	all	of	the	information	that	we	
need,	which	back	in	even	five	years	ago	from	now,	I	would	pick	up	this	big	
fat	paper	file,	this	big	file,	which	has	the	campaign	name	on	it,	and	it	would	
have	everything	in	there.	So,	if	I	went	into	a	new	team,	they	would	just	give	
me	this	big	fat	file:	have	a	look	at	the	report,	have	a	look	at	all	of	the	previous	
campaigns	that	we’ve	done	and	you’d	flick	through	it.	(Monique	Sales	line	
225)	The	 consequence	 of	 this	 reduction	 in	 waste	 is,	 in	 fact,	 a	 reduction	 of	transparency,	which	in	turn	leads	to	a	lack	of	experience	management.	Anyone	entering	 a	 new	 team	will	 now	not	 be	 able	 to	 identify	 a	 single	 document	 as	 a	summary	of	project	experience.	Instead,	they	have	to	hunt	around	in	a	number	of	different	locations	and	systems	to	piece	together	all	the	relevant	information.	The	original	intention	of	‘Kaizen’	was	to	reduce	waste,	and	as	a	result	to	acquire	only	the	critical	elements	and	to	reduce	the	noise	and	cultural	aspects.	However,	the	process	has	led	to	fragmented	documentation	and	the	reduction	of	
																																																								
1Kaizen is a Japanese word and often loosely translated as "continuous improvement". In an 
organisational context, it refers to the continuous improvement of all activities and processes across all 
employees from CEO to floor worker. It results in the standardisation of programs and processes with 
the goal to eliminate waste. (Masaaki 1986) 
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experience	management.	To	regain	some	of	the	loss	of	experience,	the	Monique	Sales’	department	invested	in	an	Electronic	Document	and	Records	Management	System	(EDRMS).	The	idea	behind	the	EDRMS	was	to	create	a	workflow	that	follows	every	project	right	from	the	start.	From	the	kick-off,	and	all	the	way	to	the	post-implementation	review,	 all	documents	 should	be	 created	and	captured	within	 the	 system.	Any	document	 created	 for	 the	 project	 would	 be	 shared	 through	 the	 system,	 and	people	 would	 annotate,	 mark-up	 and	 use	 documents	 exclusively	 within	 the	system.	
“It	failed	because	it	wasn’t	born	at	the	enterprise	level,	it	was	born	more	out	
of	our	business	function	and	I	did	just	requite	stake	holders	from	within	the	
business	to	comply	with	it	–	it	would	have	worked.	But	you	have	to	reach	out	
to	people	complying	to	embrace	the	product,	and	they	hadn’t	really	gotten	
to	it.”	(Monique	Sales	line	248)	The	 system	 is	 still	 used	 within	 the	 department,	 but	 it	 is	 continuously	bypassed	 or	 underutilised	 because	 it	 has	 not	 been	 embraced	 holistically	 and	there	is	no	rigid	structure	built	around	the	system.	Staff	do	not	update	the	EDRMS	with	the	necessary	information	as	required,	and	other	staff	using	the	system	do	not	 find	what	 they	 are	 looking	 for.	 This	 creates	 a	 vicious	 cycle,	 as	 the	 system	ceases	to	be	efficient	and	does	not	perform	as	promised.	Instead,	people	schedule	face-to-face	 meetings	 or	 revert	 to	 email,	 which	 in	 turn	 leads	 to	 even	 more	fragmentation.	
It	should	all	be	there	and	it	sounds	good	in	theory.	And	we	do	have	a	system	
like	 that,	 but	 it’s	not	being	protected,	 it	 hasn’t	been	got	 into.	And	 I	 think	
that’s	one	of	the	challenges	as	a	big	organisation.	So,	it	kind	of	needs	to	come	
top	down	rather	than	coming	from	different	parts	of	the	business,	because	
it’s	very	hard	to	get	by	and	get	people	to	comply	with	something	that’s	not	
their	process.	(Monique	Sales	line	255)	Like	many	 large	organisations,	Organisation2	goes	around	 in	 circles	by	reinventing	the	same	thing	repeatedly.	With	the	arrival	of	a	new	manager	in	the	organisation,	it	is	a	common	procedure	that	they	wish	to	put	their	stamp	on	the	way	the	organisation	runs.	New	arrivals	often	come	up	with	great	ideas.	
But	there	is	no	archive	to	actually	know	has	this	been	actually	done	before.	
There	is	no	set	to	institutionalize	one	single	source	of	truth,	where	someone	
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can	go	and	actually	work	out	I	have	got	this	great	idea,	but	let	me	check	if	
someone	 else	 has	 done	 this,	 or	 has	 this	 actually	 been	 applied	 before.	
(Monique	Sales	line	330)	This	 lack	of	organisational	memory	about	projects	(or	project	memory)	not	only	 leads	to	 inefficiency	but	also	causes	 frustration	 for	staff	because	they	have	gone	through	the	process	many	times	before	and	feel	disempowered	as	a	result.		Mentoring	 has	 been	 identified	 as	 another	 effective	 way	 to	 facilitate	experienced	management.	Organisation2	is	heavily	invested	in	mentoring,	where	senior	staff	mentor	groups	of	up	to	five	junior	staff.	This	sort	of	mentoring	occurs	on	 a	 regular	 basis,	 but	 Monique	 Sales	 is	 critical	 of	 the	 efficiency	 of	 that	programme	 and	 how	 much	 mentees	 will	 gain	 from	 the	 mentorship.	 The	mentoring	 in	Monique	Sales’	department	does	not	pick	up	 the	more	 technical	aspects	 of	 the	 roles	 that	 are	 focused	 on	mentoring	 staff	with	 regards	 to	 their	careers	and	the	organisation	overall.	
So,	it’s	more	influencing	on:	how	do	you	get	the	output	that	you	need.	How	
do	 you	 tackle	 a	 challenging	 situation?	 That’s	 probably	 –	 there’s	 more	
mentoring	on	that	level	as	opposed	to	on	the	actual	project,	at	least	in	my	
world.	 But	 it	 could	 be	 different	 for	 different	worlds.”	 (Monique	 Sales	 line	
352)	
4.5.4.3	Discipline,	industry	or	culture	specific	issues	affecting	project	
experience	management	The	main	domain	of	Monique	Sales	is	marketing.	Project	management	in	marketing	 is	 somewhat	 particular	 as	 the	 focus	 is	 not	 the	 output	 of	 a	 clearly	defined	 scope	but	more	purpose	driven	output	with	 results	of	 the	project	not	measured	 on	 the	 quality	 of	 a	 campaign	 but	 on	 the	measurable	 outcomes	 of	 a	respective	campaign.	This	can	mean	e.g.	that	a	social	media	campaign	can	be	very	aesthetically	pleasing	and	follow	the	exact	scope,	but	as	long	as	the	outcome	of	that	social	media	campaign	is	not	as	expected,	that	campaign	would	be	deemed	a	failure.	Another	area,	in	which	marketing	projects	are	different,	is	the	inclusion	of	 a	 large	 number	 of	 stakeholders.	 Marketing	 projects	 usually	 span	 a	 large	number	of	departments,	with	multiple	internal	clients	and	service	areas	to	help	with	 the	 implementation	 and	 data	 gathering.	 The	 specificity	 of	 marketing	projects	also	impacts	the	post	documentation	review.	
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“So,	 in	 an	 ideal	 sort	 of	 campaign	 cycle	 you’d	 keep	 of	 your	 post	
implementation	review	process	probably	a	month	out	from	once	the	project	
has	closed,	and	then	if	you	take	for	a	simple	post	implementation	review	up	
to	 three	 weeks.	 Sometimes	 it	 takes	 about	 a	 month	 to	 actually	 capture	
everything,	put	it	all	together	into	a	presentation,	share	that	back	with	key	
stake	 holders,	 incorporate	 their	 feedback.	 It	 can	 be	 quite	 long	 going	
depending	on	the	complexity	of	the	work,	and	the	dependency	that	you	have	
on	different	people	and	data	points	to	feed	into	that	process.”	(Monique	Sales	
line	90)	Quality	 management	 is	 another	 area	 specific	 to	 the	 banking	 industry.	Organisation2	 is	 heavily	 driven	 by	 its	 desire	 to	 simplify	 and	 eliminate	waste.	There	are	varying	views	on	how	you	can	eliminate	waste,	and	these	can	heavily	impact	 the	 way	 projects	 are	 run	 and	 how	 experience	 is	 acquired.	 The	 post	implementation	 review	 is	 identified	 as	 a	 key	 instrument	 in	 the	 acquisition,	maintenance	of	project	experience	that	this	is	in	conflict	with	the	organisation's	desire	of	‘Kaizen’.	
“But	the	way	you	bring	Kaizen	to	life	in	different	parts	of	the	organisation	is	
quite	different.	So,	in	some	ways	there	is	any	project	that’s	run	around	the	
organisation	would	 insist	 on	a	post	 implementation	review,	but	how	that	
looks	 and	how	 that	 shapes	out	 and	how	you	 take	 it	 back	 to	 the	business	
varies	quite	a	lot.”	(Monique	Sales	line	157)	The	ability	to	conduct	a	detailed	and	representative	post	implementation	review	is	heavily	impacted	by	the	drive	to	simplify	and	reduce	waste.	
4.5.4.4	Organisational	enablers	of	project	experience	management	Post-implementation	review	is	a	common	tool	at	the	organisational	level	to	as	part	of	managing	the	acquisition,	storage	and	maintenance	of	experience	in	projects.	 The	 post-implementation	 review	 should	 be	mandatory	 at	 the	 end	 of	each	project	to	establish	if	the	project	was	successful	or	not.	It	also	provides	the	opportunity	 to	 review	 the	 project	 management	 process	 and	 to	 identify	 the	successes	and	failures	in	projects.	Some	of	the	questions	are:	
“What	are	some	of	the	things	you	didn’t	do	you	would	do	next	time?	And	till	
you	don’t	do	that	you	can’t	actually	close	out	the	job.”	(Monique	Sales	line	
76)	To	gain	full	benefit	from	the	post-implementation	review,	it	is	important	to	take	a	critical	look	at	the	project	overall	and	evaluate	team	performance.		
	 149	
“There	 is	 a	 learning	 section	 or	 recommendation	 section	 in	 the	 post	
implementation	review,	and	if	things	like	that	emerge	out	of	the	discussion	
then	you	would	update	that	section	and	make	sure	that’s	captured.	And	then	
next	time	when	you’re	looking	over	the	campaign	that’s	cyclical	as	well.	So,	
I	 would	 be	 involved	 in	 a	 campaign	 running	 in	 January	 on	 a	 particular	
product.	Chances	are	next	year	I’ll	be	in	market	at	the	same	time.	So,	the	first	
I	would	do	before	I	even	write	concept	paper	or	business	case	that	I	phrase	
to	actually	pick	up	that	post	implementation	review	from	last	time	and	see	
what	 we	 did,	 what	 worked,	 what	 didn’t	 work,	 what	 were	 the	 areas	 of	
improvement	that	you	could	look	at	and	then	how	do	you	actually	bring	that	
to	life	the	next	time	you	do	that.”	(Monique	Sales	line	140)	The	acquisition,	storage	and	maintenance	of	 experience	 is	of	particular	interest	 for	 IS	projects	 that	 are	 repetitive	or	 cyclical.	 An	 attempt	 at	managing	experience	is	made	in	the	learning	section	or	the	recommendations	section	of	the	post	 implementation	 review.	 The	 post-implementation	 review	 document	provides	detailed	 information	on	the	overall	experience	 in	a	particular	project	and	 constitutes	 a	 useful	 resource	 for	 the	 project	manager	 if	 they	 are	going	 to	execute	a	similar	type	of	project.	
4.5.4.5	Individual	approaches	to	project	experience	management	At	the	individual	level,	Monique	Sales	identified	a	number	of	strategies	to	help	 manage	 the	 acquisition,	 storage	 and	 maintenance	 of	 experience	 in	 IS	projects	 at	 Organisation2.	 As	 far	 as	 her	 organisation	 is	 concerned,	 senior	management	should	not	have	significant	input	and	not	be	operationally	involved	when	 it	 comes	 to	 such	 experience	 management.	 Senior	 management	 should,	however,	be	the	key	audience	for	any	relevant	project	memory	and	ensure	it	is	utilised	across	similar	teams.	
“In	terms	of	sharing,	the	results	and	the	success	and	what	hasn’t	worked	and	
what	 has	 worked	 from	 a	 knowledge	 part	 of	 perspective,	 they	 [senior	
management]	are	part	of	the	key	audience	set.”	(Monique	Sales	line	118)	Senior	management	is	not	able	to	validate	the	project	memory,	and	their	interest	 is	 centred	 on	 specific	 project	 outcomes	 rather	 than	 specific	 project	experiences.		The	post-implementation	review	at	Organisation2	is	a	formalised	process	that	requires	the	use	of	certain	 forms	and	templates.	These	types	of	 templates	can	be	restrictive,	and	it	is	important	for	a	project	manager	to	ensure	the	right	
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information	 is	 captured.	 This	 requires	 a	 balance	 between	 the	 organisational	requirements,	as	communicated	through	the	organisational	 templates,	and	the	observations	or	judgement	which	is	considered	valuable	and	critical	experience	from	a	specific	project.	
	“You	have	to	have	the	flexibility	to	actually	include	some	of	those	in	your	
own	report.”	(Monique	Sales	line	169)	The	official	post-implementation	review	is	not	able	to	acquire	a	complete	picture	of	all	the	experience	from	a	specific	project.	Much	of	the	information	that	relates	to	experience	is	spread	widely	across	different	areas,	as	well	as	across	the	many	 individuals	 involved	 with	 the	 project.	 Often	 this	 type	 of	 information	 is	informal	and	can	be	buried	in	email	communication,	minutes	of	meetings	or	in	the	heads	of	individuals.	Acquiring	a	holistic	picture	of	project	experience	in	such	an	environment	is	therefore	complex.	
“It’s	probably	more	the	informal	captures	that	are	as	important	as	well.	So,	
there	is	a	lot	of	decisions	or	discussions	that	actually	happen	on	the	e-mail	
or	in	meetings	for	instance.	And	then	you	sort	of	document	the	minutes	of	
the	meeting,	and	sometimes	you	do	that	in	a	formal	document	again	and	put	
that	on	the	share	drive	or	sometimes	you	actually	just	have	it	on	e-mail.	And	
then	there	is	a	lot	of	things	that	you	just	hold	in	your	head	as	well,	which	is	
[…]	not	ideal!	But	I	think	that’s	the	reality	of	it.”	(Monique	Sales	line	185)	In	addition	to	the	formal	post-implementation	review,	Monique	Sales	also	identified	 the	 role	 of	 the	 project	 manager	 as	 a	 key	 position	 in	managing	 the	acquisition,	storage	and	maintenance	of	 experience	 in	 IS	projects.	Much	of	 the	experience	from	previous	projects	is	assimilated	into	the	day-to-day	operations	and	 communications	 of	 the	 project	 manager.	 Ideas	 from	 the	 project	 team	 of	various	 stakeholders	 are	 communicated	 and	 assessed	 ad	 hoc.	 If	 considered	useful,	these	ideas	are	directly	translated	into	actions.	
“That	knowledge	experience	that	we’re	talking	about	that’s	just	day	to	day	
for	me,	I	do	that	every	two	minutes,	every	time	there	is	a	new	concept	to	be	
approved	or	they	want	to	chat	about	an	idea	to	me.	You	are	kind	of	doing	
that	day	in	and	day	out.”	(Monique	Sales	line	369)	The	 same	 applies	 to	 mentoring.	 If	 mentoring	 is	 taken	 seriously	 and	properly	executed,	it	has	the	ability	to	be	a	powerful	method	within	the	broader	goal	 of	 managing	 the	 acquisition,	 storage	 and	 maintenance	 of	 IS	 project	
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experience.	 Junior	 staff	 can	 gain	 valuable	 and	 relevant	 experience	 from	 the	project	 manager	 and	 can	 directly	 apply	 or	 improve	 their	 ability	 as	 project	workers.	
4.5.4.6	Technical	facilitation	Use	of	technology	can	be	a	blessing	and	a	curse	in	the	context	of	managing	the	 acquisition,	 storage	 and	 maintenance	 of	 experience	 in	 IS	 projects.	 The	advantage	of	using	technology	is	that	almost	all	relevant	information	is	captured	in	some	shape	or	form.	The	disadvantage,	however,	is	the	unstructured	nature	in	which	 this	 information	 is	 stored.	 Much	 of	 the	 information	 is	 acquired	 in	 an	inefficient	way	as	it	is	simply	stored	in	email	conversations	or	on	shared	drives	without	a	proper	structure	and	management.	
“I	would	point	them	to	either	another	contact	persons	or	information	that	
I’d	know	it	is	available	somewhere	on	the	systems,	or	whether	it’s	filed	on	the	
share	drive,	or	even	e-mails.	A	lot	of	it	is	actually	just	captured	on	e-mails.”	
(Monique	Sales	line	62)	Email	is	a	significant	culprit	because	email	information	is	generally	stored	without	 significant	 structure,	which	means	 this	method	 of	 experience	 storage	inhibits	experience	maintenance	due	to	difficulties	with	the	structure.	Also,	email	can	 be	 disruptive,	 and	 it	 is	 focused	 on	 all	 aspects	 of	work	 not	 just	on	 project	management.	For	personal	experience	management,	email	can	be	a	simple	but	far	from	a	perfect	tool.	If	consistent	and	logical	filing	is	applied	to	email,	an	individual	can	manage	the	acquisition,	storage	and	maintenance	of	experience	because	the	context	 of	 that	 experience	 is	 relevant	 to	 the	 individual	who	 filed	 the	 original	emails.	 This	 of	 course	 does	 not	 apply	 to	 others.	 Using	 personal	 email	 as	 an	experience	repository	(or	for	project	memory)	for	a	wider	audience	is	impossible,	as	 the	context	of	 these	emails	and	the	 filing	would	be	unknown	and	therefore	misunderstood.	
“My	 inboxes	 always	 are	 out	 of	 control.	 But	 there	 is	 a	 little	 bit	 of	 a	 filing	
system	that	I	follow	in	my	inbox	[…].	So,	I	have	got	some	folders	for	each	of	
the	products	or	sometimes	by	campaign	as	well.	(Monique	Sales	line	205)	Another	 tool	with	 great	 potential	 for	 the	management	 of	 experience	 is	social	networking.	In	recent	years	Yammer,	now	owned	by	Microsoft,	has	become	a	prominent	social	networking	tool	for	organisations.	The	idea	is	to	use	such	a	
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tool	for	easy	acquisition,	storage	and	maintenance	of	experience	by	anyone	in	the	organisation	 and	 to	 streamline	 communication.	 In	 the	 case	 of	 experience	management,	 there	 is	 great	 potential	 because	 with	 social	 networking	 it	 is	possible	to	simply	post	an	experience	and	it	is	stored	for	the	whole	organisation.	This	means	that	social	networking	could	be	a	tool	used	within	the	broader	goal	of	 managing	 the	 acquisition,	 storage	 and	 maintenance	 of	 experience	 in	 IS	projects.	However,	social	networking	does	not	function	just	because	it	is	available;	it	will	only	be	effective	if	there	is	a	critical	mass	of	people	who	participate.	
[Yammer]	“it’s	there,	but	there	is	limited	awareness	of	it.	It’s	the	same	people	
who	are	using	it	over	and	over	again.	[…]	there	are	strong	advocates	of	it,	
and	there	is	strong	users	of	it	who	are	engaging	with	it	day	in	and	day	out,	
but	 it’s	 the	same	people.	 For	 if	you	 look	at	 it	as	a	percentage	of	 the	total	
organisation	it’s	on	–	it’s	in	the	minority.”	(Monique	Sales	line	387)	In	addition	to	the	issues	surrounding	the	limited	user	base,	using	social	networking	as	part	of	managing	IS	project	experience	requires	engagement	and	strategy,	 regardless	 if	 it	 is	 a	 commercial	or	private	platform.	To	maximise	 the	benefits	 from	 the	 use	 of	 social	 networking,	 it	 is	 important	 to	 engage	with	 the	community	regularly	and	to	understand	the	benefits	and	pitfalls.	
“To	be	able	to	utilize	tools	like	yammer	you	need	to	actually	dedicate	a	bit	of	
time	 to	 it	 and	 be	 quite	 regular	 and	 acting	 on	 it,	 it’s	 kind	 of	 like	 the	
development	of	Facebook,	right?	So,	you’re	on,	even	if	you’re	not	interacting	
all	the	time	on	Facebook,	eventually	you	will	 log	in	a	few	times	a	day	and	
just	check	what’s	happening	on	your	news	feed.	And	it’s	a	little	bit	like	that	
with	yammer.	(Monique	Sales	line	397)	Social	media,	just	like	any	other	software,	requires	sufficient	and	intuitive	user	interfaces.	Only	if	it	is	easy	to	use	the	system	will	it	then	be	used	regularly	to	for	acquiring,	 storing	and	maintaining	 IS	project	 experience.	For	 social	media,	regular	use	is	paramount.	One	possible	way	to	increase	the	usage,	and	therefore	for	 helping	 with	 experience	 management,	 is	 through	 the	 deployment	 of	 an	intuitive	 and	 user-friendly	mobile	 interface.	 This	would	 have	 the	 potential	 to	increase	 the	 frequency	 and	 uptake,	 and	 therefore	 increase	 the	 reach	 and	usefulness	of	the	social	networking	tool.	
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[…]	if	it’s	mobile	friendly	and	it	kind	of	takes	up	in	the	same	way	as	Facebook	
maybe?	It	might	start	to	play	out	a	little	bit	differently,	but	currently	it’s	like	
a	desktop	solution,	and	I	see	a	very	limited	fraction	on	it.	I’ve	used	it	a	few	
times,	but	I	must	confess	I’m	not	up	to	it.	I’m	certainly	not	an	active	user	of	
it.”	(Monique	Sales	line	402)	For	any	system	to	be	successful	for	experienced	management	it	must	be	intuitive	and	easy-to-use.	The	key	is	that:	
	“It	needs	to	just	fit	into	your	life	style	and	it	just	needs	to	give	you	that	feeling	
that	how	do	you	actually	 live	without	 it,	 like	 this	 is	 I	 really	needed	 this.”	
(Monique	Sales	line	464)	Following	on	from	the	use	of	social	media,	text	analytics	would	also	greatly	assist	 with	 experience	 management.	 Especially	 on	 the	 acquisition	 side	 text	analytics	 would	 facilitate	 unstructured,	 easy	 storage	 of	 experience	 with	 the	ability	 to	 store	and	maintain	relevant	experience	effectively	even	 if	 it	was	not	entered	with	 a	 strict	 classification	 system.	Monique	 sales	 stated	 the	 following	vision:	
“You	 could	 just	go	 in	and	 search	and	use	 text	analytics	 to	actually	 really	
understand	what’s	all	the	information	that	only	reads	this,	work	that	people	
have	 done	 before,	 when	 they	 haven’t	 been	 able	 to	 transfer	 knowledge	
directly	 to	 someone	 else.	 But	 at	 least	 it’s	 there	 from	an	 archival	 point	 of	
view.”	(Monique	Sales	line	325)	
4.5.5	Narrative	summary	of	individual	interviews	Key	 comments	 from	 co-researchers	 in	 the	 individual	 interviews	 with	regard	 to	 their	 perceptions	 of	 the	 benefits	 of,	 and	 management	 environment	needed	 to,	 acquire,	 store	 and	 maintain	 experience	 from	 an	 IS	 project	 are	summarised	in	Table	12	below.	
Table	12:	Summary	of	two	sample	Co-researchers’	statements	from	interviews	
Co-researcher Statement 
Zodiac 
Blumenthal 
“As a program manager, I’ve got a number projects running under me at any 
one time. So, I’ve got, I think the number is seven project managers, each of 
which is looking after between two to five pieces of work at some phase in the 
software delivery life cycle at any time. So, my group mainly handles the 
capture of requirements, agreeing of solution, and then we hand over 
responsibility for the project to another team that does order the delivery, the 
building, the testing and the deployment. That’s the role that I’m in now. 
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Co-researcher Statement 
Previously though I have been in teams where we were responsible for the 
entire intuit life style course, so we did the requirements, and then we also ran 
the solution all the way through the deployment, and then we’d start a new 
project. So, we’d go back and we’d gather requirements again." (line 9) 
"My team and I have accountability to see the through completion in terms of 
we initiate the projects. So, we are the project owners. But we – once you get 
to a point, where the business is happy with their requirements, the business is 
happy with the solution we are proposing. We’ve really been just managing a 
delivery team or multiple delivery teams to deliver the functionality. So, the 
aspects of delivery that a solution delivery centre would get from project to 
project would be handled in their particular team." (line 26) 
"I’d say we’re very very good at capturing success in my program, we are not 
so great at identifying failure and reacting to it, and I’ll explain why. The one 
consistent link between all the seven of my project managers is me. So, they 
all report on to me. I encourage them to talk between themselves and get 
together. But they are working on very different subject areas. And so quite 
often project manager A and project manager B whilst they are a part of the 
program and they are following the same processes, the subject matter they 
talk about is very very different." (line 53) 
"So, the one thing that we can unify is the way we do process. And it is really 
observational by me, where I have a luxury in that, I have a dedicated 
resource – resources in fact, who are responsible just for looking at the way 
that we run our processes. So, the process of going from an initial piece of 
work scoping it out, gathering requirements, doing design, and then handing it 
over to a constructor, I’ve got a resource who for a long time their only job was 
to make sure that that worked well. And so, what I was able to do, was when I 
observed – when I got knowledge from one of my project managers that 
something they’d done well was good, and they took me through it, I would 
say: this is great! Can you go tell "[…]", who is the guy who was working on it, 
"[…]" you need to get this into our process, and you need to roll this out the 
team. And so, we went through a period for about three months, where every 
two weeks, we just rolled out a new process pack. And we said based the – 
project manager A has just done this, it’s worked really really well. We are 
gonna give all the beauty to it. Project manager B has done this really really 
well. We now are getting all of this endorsed. So, we are proactive in when 
we’ve identified something that worked, rolling it out to everyone." (line 59) 
"We haven’t been that quick going the other way. So, I think one of the things 
that I just do – I just came back from training over the last two days. I was of 
doing optimizing the work place training, and we were looking at lean methods 
"[…]" one of the things that it forced me to do, was take my process that has 
built up over the course of eighteen months and go through and start 
identifying waste. And so, I’ve got ten or twelve waste items now in my life 
cycle, but I’ve sort of stopped and had a look at it. Now I’m gonna go back. So, 
I think within the program itself, within the team, we’ve been very good at 
pulling success in, because we had the luxury of owning a dedicated resource, 
whose only role is to implement that stuff and make it happen. We weren’t so 
great doing failure." (line 73) 
“[…] when they joined, they were specifically looking just the way that we 
	 155	
Co-researcher Statement 
managed requirements, and the way that we did traceability of requirements. 
We had a really big gap in our program, where we would find ourselves 
delivering something. But – when it worked well, it was great, when it didn’t 
work well, people went back and said: show me what the requirements were! 
Show me what you’re building against! And actually, we had a big problem 
there. So, we found ourselves a little bit of extra money, and we found 
ourselves with a resource who had been doing the roll somewhere else. They 
became available, and we got them, and we brought them in. And that was 
their main job.” (line 89) 
“We had the luxury for six months, when we were starting up while 
transforming the program to have a dedicated resource. And it was an 
amazing luxury for me, because there was someone who I trusted to take my 
ideas, my concepts and quickly come on board. I ask can you put that into a 
process document for me or develop slides or a way to communicate this to 
the team. And it’d come back two days later and [it] would be done. So that 
was a really good luxury of having a dedicated resource and I think the right 
resource in there who was able to take that and that was his sole job for a 
solid six months. (line 103) 
We have to do it, because we’re not just a one and done. We are actually – we 
are a consistent program, but we’re iterating – this financial year we were 
going to try and iterate a hundred pieces of work through our program. You 
can’t just go and relent a hundred pieces of work start of and run. You have to 
have a process to track them with. The challenge we have is that the process 
we’re going to apply is a process that has a lot of waste in it. And we need to 
go back and get rid of that, but identifying the process and making it work was 
the way that we had to do this through necessity. We have seven projects 
managers. They are all very busy. They are from different backgrounds. So, 
they are a mix of consultants and permanent employees. So, they all had 
different motivations. They all had different skill levels they brought. The only 
way to make sure that we were consistent was to put that process down and 
ask them to follow it. But we’re getting experience and feeding that experience 
back into the process to better inform everyone else. That was a very informal 
thing. It was – effectively it came to me. Either someone said to me: this was 
good or I observed that it was good, and I reported back to this resource, and 
they were the one who rolled it back out to the general process. (line 119) 
“If something worked well, and they were proud about it, they’d normally bring 
to me.” (line 138) 
“I now can’t do that every week, there is two to three other people who go in 
and do it. And so, we’ve now got three sets of eyes looking at each of the 
different project managers for a couple of different reasons.” (line 153) 
“[…] whilst we were having three people together every week to look at that is 
a bit wasteful, it actually gives you a perspective on that PM that they are not 
able to get themselves, because the project managers are at different levels of 
experience.” (line 171) 
“I can either communicate with the PMO or the PMO is there as part of the 
regular meetings or the regular processes that I set up all in my delegence.” 
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(line 266) 
“But it requires people to be very brave about it. It requires people to not feel 
like they get judged, either by their business sponsor or we have a lot of 
benders, professional services people, and a lot of the times they don’t want to 
put up their failures, in case next time around someone is influenced by that, 
and they decide not to choose or they don’t want to be competitors to say that 
they failed about something.” (line 299) 
“People start to build their own list of links and share those lists of links and 
start to use the links. The knowledge starts to share around the organisation a 
little bit that way.” (line 340) 
“Pages are updated every day. It’s consistently churning as new products are 
released and there is new practices coming and there is new work around to 
discover.” (line 346)		
“Now PMO is altogether, and they run across all of the organisation, and so 
rather than you having your own dedicated PMO office, you just have this 
PMO block at a resource, and you’d go to them – everyone would go into the 
same front door, and you’d ask for what you need, and they would help you 
answer it.” (line 482) 
“Without the existence of a parallel knowledge management or knowledge 
sharing group that runs across everyone, the PMO is the one group that 
everyone has to use.” (line 534) 
“You’ve done what you can, now stop. Have a look at what you’ve done! Have 
a look at what you’ve haven’t done! Go back and plan your next cycle! So, I 
think the one of the main benefits or one of the things that I’m excited about in 
terms of being more agile even at the requirement stage is by embracing the 
process.” (line 646) 
“There isn’t a lot of coming together and sharing this type of things. A lot of the 
time, it’s almost like the business says, if I have a project manager, I need an 
IT project manager. But the business person can’t do what the IT person does, 
because they are just not on the same group.” (line 689) 
Monique Sales “When you’re working for a large-scale organisation as I work in. Yes, there 
are some tools and infrastructure that’s available like yammer, SharePoint, 
templates that we can use to document, concept papers or whatever that 
might be. But the way that they’re used across the organisation, there’s new 
ones, there’s in different ones in teams.” (line 21) 
 “So, if you look at marketing: we are probably not as structured as a project 
management team for example. So, we’ve got our own sort of process, which 
is more tailored to the type of work that we do.” (line 24)  
“Everything is documented right from the start – if it’s a new project you would 
do a document to actually provide an overview of what the project is.” (line 27) 
“[…] often if a new project comes up you start to think about: have you done 
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something similar in the past. And if you have you would visit those archives, 
and actually see the documentation rather than starting from scratch.” (line 34) 
“A lot of that is reliant on people more than the systems. If someone like me 
who was being with the organisation for a really long time, it’s probably a lot 
more easier to me, because you kind of hold a lot of that IP in your head, and 
you sort of know where to go for what. But there is a portal or SharePoint 
where you can actually go and search by dates or you could search by 
keywords and things like that. But it’s very much reliant on people to prize you 
in that role, to make sure that they’ve done their job prettily.” (line 44) 
“I would point them to either another contact persons or information that I’d 
know it is available somewhere on the systems, or whether it’s filed on the 
share drive, or even e-mails. A lot of it is actually just captured on e-mails.” 
(line 62) 
“What are some of the things you didn’t do you would do next time? And till 
you don’t do that you can’t actually close out the job.” (line 76) 
“So, in an ideal sort of campaign cycle you’d keep of your post implementation 
review process probably a month out from once the project has closed, and 
then if you take for a simple post implementation review up to three weeks. 
Sometimes it takes about a month to actually capture everything, put it all 
together into a presentation, share that back with key stake holders, 
incorporate their feedback. It can be quite long going depending on the 
complexity of the work, and the dependency that you have on different people 
and data points to feed into that process.” (line 90) 
“In terms of sharing, the results and the success and what hasn’t worked and 
what has worked from a knowledge part of perspective, they [senior 
management] are part of the key audience set.” (line 118) 
“There is a learning section or recommendation section in the post 
implementation review, and if things like that emerge out of the discussion 
then you would update that section and make sure that’s captured. And then 
next time when you’re looking over the campaign that’s cyclical as well. So, I 
would be involved in a campaign running in January on a particular product. 
Chances are next year I’ll be in market at the same time. So, the first I would 
do before I even write concept paper or business case that I phrase to actually 
pick up that post implementation review from last time and see what we did, 
what worked, what didn’t work, what were the areas of improvement that you 
could look at and then how do you actually bring that to life the next time you 
do that.” (line 140) 
“But the way you bring Kaizen to life in different parts of the organisation is 
quite different. So, in some ways there is any project that’s run around the 
organisation would insist on a post implementation review, but how that looks 
and how that shapes out and how you take it back to the business varies quite 
a lot.” (line 157) 
“You have to have the flexibility to actually include some of those in your own 
report.” (line 169) 
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“It’s probably more the informal captures that are as important as well. So 
there is a lot of decisions or discussions that actually happen on the e-mail or 
in meetings for instance. And then you sort of document the minutes of the 
meeting, and sometimes you do that in a formal document again and put that 
on the share drive or sometimes you actually just have it on e-mail. And then 
there is a lot of things that you just hold in your head as well, which is […] not 
ideal! But I think that’s the reality of it.” (line 185) 
“My inboxes always are out of control. But there is a little bit of a filing system 
that I follow in my inbox […]. So, I have got some folders for each of the 
products or sometimes by campaign as well. (line 205) 
So, in some ways audit trails have become very fluid, and we’re looking at lots 
of different data points to actually find all of the information that we need, 
which back in even five years ago from now, I would pick up this big fat paper 
file, this big file, which has the campaign name on it, and it would have 
everything in there. So, if I went into a new team, they would just give me this 
big fat file: have a look at the report, have a look at all of the previous 
campaigns that we’ve done and you’d flick through it. (line 225) 
“It failed because it wasn’t born at the enterprise level, it was born more out of 
our business function and I did just requite stake holders from within the 
business to comply with it – it would have worked. But you have to reach out to 
people complying to embrace the product, and they hadn’t really gotten to it.” 
(line 248) 
It should all be there and it sounds good in theory. And we do have a system 
like that, but it’s not being protected, it hasn’t been got into. And I think that’s 
one of the challenges as a big organisation. So, it kind of needs to come top 
down rather than coming from different parts of the business, because it’s very 
hard to get by and get people to comply with something that’s not their 
process. (line 255) 
“You could just go in and search and use text analytics to actually really 
understand what’s all the information that only reads this, work that people 
have done before, when they haven’t been able to transfer knowledge directly 
to someone else. But at least it’s there from an archival point of view.” (line 
325) 
But there is no archive to actually know has this been actually done before. 
There is no set to institutionalize one single source of truth, where someone 
can go and actually work out I have got this great idea, but let me check if 
someone else has done this, or has this actually been applied before. (line 
330) 
So, it’s more influencing on: how do you get the output that you need. How do 
you tackle a challenging situation? That’s probably – there’s more mentoring 
on that level as opposed to on the actual project, at least in my world. But it 
could be different for different worlds.” (line 352) 
“That knowledge experience that we’re talking about that’s just day to day for 
me, I do that every two minutes, every time there is a new concept to be 
approved or they want to chat about an idea to me. You are kind of doing that 
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day in and day out.” (line 369) 
[Yammer] “it’s there, but there is limited awareness of it. It’s the same people 
who are using it over and over again. […] there are strong advocates of it, and 
there is strong users of it who are engaging with it day in and day out, but it’s 
the same people. For if you look at it as a percentage of the total organisation 
it’s on – it’s in the minority.” (line 387) 
“To be able to utilize tools like yammer you need to actually dedicate a bit of 
time to it and be quite regular and acting on it, it’s kind of like the development 
of Facebook, right? So, you’re on, even if you’re not interacting all the time on 
Facebook, eventually you will log in a few times a day and just check what’s 
happening on your news feed. And it’s a little bit like that with yammer. (line 
397) 
[…] if it’s mobile friendly and it kind of takes up in the same way as Facebook 
maybe? It might start to play out a little bit differently, but currently it’s like a 
desktop solution, and I see a very limited fraction on it. I’ve used it a few times, 
but I must confess I’m not up to it. I’m certainly not an active user of it.” (line 
402) 
“[…] at the organisation, here we have flexi-desk, which means we don’t sit at 
the same place every day. We have a locker, like high school at the end of 
every day we pack up. In the morning, we come and take our stuff out and we 
just walk around the floor. And wherever you get an empty desk, you’d sit 
there. So sometimes there are days, when I actually don’t come face to face 
with any of my team or my stakeholders and you don’t even know where they 
are sitting in the building. And there is going to be more of that in the new 
building, even more. And it’s really all about work license flexible working 
arrangement, and the idea is people could be anywhere and work in two or 
three teams.” (line 414) 
“It needs to just fit into your life style and it just needs to give you that feeling 
that how do you actually live without it, like this is I really needed this.” (line 
464) In	 summary,	 it	 emerged	 from	 the	 interviews	 that	 none	 of	 the	 co-researchers’	organisations	had	a	functioning	(automated)	system	or	solution	to	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	All	 co-researchers	 presented	 some	 individual	 ideas	 and	 methods	 to	 manage	project	experience	for	themselves,	and	most	organisations	had	some	process	in	place	to	evaluate	project	management	success.	
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4.6 Epoché	at	the	end	of	the	second	data	collection	cycle	All	individuals	I	interviewed	for	the	second	data	collection	cycle	proved	to	be	very	motivated	to	participate	in	my	research,	and	I	was	very	motivated	by	the	themes	that	had	emerged.	While	I	was	surprised	by	the	large	variety	of	opinions	presented	to	me	by	the	co-researchers,	I	felt	excited	about	the	emerging,	more	succinct	pattern	that	revealed	itself	to	me.	At	this	stage,	I	had	analysed	the	initial	focus	group	as	well	as	the	individual	interviews,	 and	 the	 paragraph	 below	 summarises	 my	 self-reflection	 after	 the	initial	 focus	 group	 and	 individual	 interviews	 (first	 and	 second	data	 collection	cycles):	
“This	 is	 the	point	where	 I	had	conducted	many	long	 individual	 interviews	
with	my	co-researchers.	The	guidance	 I	received	through	the	 initial	 focus	
group	proved	very	helpful	and	helped	me	shape	additional	questions	to	ask	
my	 co-researchers.	 Through	 the	 phenomenological	 research	 process,	 I	
started	 to	 see	patterns	 emerging.	To	avoid	 introducing	any	new	biases,	 I	
adapted	the	semi-structured	questions	to	ensure	I	extracted	the	maximum	
information	about	the	common	themes	that	arose	from	my	co-researchers.	
As	my	co-researchers	come	from	a	diverse	size	and	type	of	organisations,	I	
tailored	my	questions	to	divulge	the	maximum	knowledge	based	on	my	co-
researchers	 lived	experience	and	organisational	 context.	To	minimise	 the	
discipline-based	 behaviours	 and	 to	 gain	 the	maximum	possible	 insights	 I	
interviewed	 project	 managers	 across	 a	 number	 of	 organisations	 not	
exclusively	in	technology-based	organisations.	To	my	surprise,	there	was	a	
large	 variety	 of	 views	 and	 opinions	 as	 well	 as	 approaches	 that	 my	 co-
researchers	conveyed	but	on	reflection	and	interpretation	and	considering	
each	interview	as	part	of	a	whole	at	the	end	of	these	individual	interviews	a	
clear	pattern	had	emerged.”	(Bardo	Fraunholz,	4th	Bias	Statement,	11	November	2014)	
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4.7 Summary	Each	 individual	 co-researcher	 has	 contributed	 several	 significant	 and	interesting	 topics.	 The	 three	 textual-structural	 descriptions	 presented	 in	 this	chapter	 are	 a	 representative	 depiction	of	 the	 rich	 insights	 gained	 through	 the	extensive	 data	 collected	 for	 this	 research,	 and	 also	 the	 phenomenological	reduction	that	took	place.	These	textural	structural	descriptions	also	provide	an	insight	 into	 the	 process	 of	 eliciting	 predominant	 themes	 using	 van	 Manen’s	methodical	themes	for	a	phenomenological	study	in	human	science	research.	To	improve	my	horizons	of	understanding,	I	cycled	through	my	data	and	eliminated	repeating	information	phenomenologically.		Solid	 consensus	 materialised	 from	 this	 process	 that	 managing	 the	acquisition,	 storage	 and	 maintenance	 of	 experience	 in	 IS	 projects	 remains	unsolved	for	all	participants’	and	their	organisations.	Co-researchers’	comments	provided	many	different	approaches	to	self-manage	project	experience	for	their	own	 benefit.	 Their	 comments	 also	 revealed	 some	 approaches	 used	 at	 the	organisational	 level	 to	review	project	management	processes	or	 to	provide	an	environment	 where	 lessons	 learned	 are	 acquired,	 stored	 and	 maintained.	Effective	 acquisition	 of	 relevant	 experience	 has	 emerged	 as	 one	 of	 the	 key	problems	for	 large	organisations.	Organisations	seem	to	 focus	on	the	positives	rather	than	the	negatives	were	 lessons	of	what	worked	well	have	recorded	as	opposed	to	lessons	of	what	did	not	work.	The	next	chapter	will	show	the	analysis	that	developed	the	main	themes	through	 phenomenological	 reduction	 and	 presents	 an	 interpretation	 that	evolved	from	the	data	through	phenomenological	synthesis	where	the	whole	is	a	balanced	 reflection	 of	 each	 part	 to	 derive	 meaning	 through	 reflection	 on	 the	essential. 
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Chapter 5 
Chapter	5 –	Phenomenological	Analysis	
“By three methods we may learn wisdom: First, by reflection, which is 
noblest; Second, by imitation, which is easiest; and third by experience,  
which is the bitterest.” (Confucius cited in Waley 2005) 
		
5.1 Introduction		Chapter	4	presented	a	textual-structural	description	of	the	main	themes	as	 derived	 from	 the	 lived	 experiences	 of	 the	 co-researchers	 in	 this	 research	project.		The	next	stage	of	the	phenomenological	research	process	involves	writing	to	measure	our	thoughtfulness.	Van	Manaen	(1990,	p126)	states:	
“writing	separates	us	from	what	we	know	and	yet	it	unites	us	more	closely	
with	what	we	know".	This	 involved	 synthesising	 the	 composite	 textural	 and	 structural	descriptions	presented	in	Chapter	4	as	follows:	
“We	come	to	know	what	we	know	in	this	the	elected	process	of	constructing	
a	 text	 (a	 body	 of	 knowledge)	 and	 thus	 learning	what	 we	 are	 capable	 of	
saying	(or	knowing	body)”.	(van	Manen	1990,	p.	127)	Each	 cycle	 underwent	 hermeneutic	 reduction	 and	 resulted	 in	 distinct	derivative	documents	where	each	of	 the	co-researchers’	statements	was	given	equal	 importance	 and	 were	 structured	 according	 to	 the	 many	 themes	 that	emerged.	This	enabled	me	to	identify	those	meanings	that	stood	out	as	invariants	of	the	co-researchers’	lived	experiences	(Moustakas	1994).	The	 six	 emergent	 themes	 are	 organisational	 inhibitors,	 individual	
challenges,	organisational	enablers,	individual	approaches,	technology	facilitation	and	 culture.	 This	 chapter	 presents	 the	 synthesis	 of	 these	 themes	 with	 the	corresponding	 textural-structural	 descriptions	 presented	 in	 Chapter	 4.	 At	 this	
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point,	there	is	no	particular	order	to	the	themes	because	no	criteria	for	ranking	the	themes	had	emerged	at	this	stage.	The	hermeneutic	process	culminated	in	another	derivative	document	that	offered	 a	 theme-based,	 rather	 than	 co-researcher	 driven,	 perspective	 on	 the	hermeneutic	phenomenological	analysis.	This	document	supported	the	Epoché	(Gadamer	 2004)	 and	provided	 a	 new,	 focused	 additional	 document	 to	 aid	 the	analysis.	
5.2 Description	of	meaning	and	essence	as	lived	by	the	co-researchers	This	 section	 presents	 a	 synthesis	 of	 the	 lived	 experiences	 of	 the	 co-researchers	with	regards	to	their	perceptions	of	the	benefits	of,	and	management	environment	 needed	 to,	 acquire,	 store	 and	 maintain	 experience	 from	 an	 IS	project.	 Each	 of	 the	 six	 major	 themes	 developed	 (organisational	 inhibitors,	
individual	challenges,	organisational	enablers,	 individual	approaches,	technology	
facilitation	and	culture)	are	discussed	in	detail.		The	 synthesis	 provided	 in	 the	 following	 sections	 is	 based	 on	 the	 lived	experience	of	the	12	co-researchers	and	the	six	emergent	themes	as	described	in	Table	10	above.	Each	section	is	followed	by	a	table	with	relevant	co-researcher	statements	that	provide	sample	narratives	for	each	theme	and	subtheme.	
5.2.1	Organisational	inhibitors	The	development	of	 each	 co-researcher’s	 textual-structural	description,	and	 the	 continuous	 engagement	 with	 and	 analysis	 of	 the	 data	 resulted	 in	organisational	 inhibitors	emerging	as	a	major	theme.	This	 theme	was	relevant	and	significant	for	all	co-researchers,	with	some	significant	common	perceptions	of	 issues	relating	to	how	organisations	managed	project	experience.	 It	became	evident	 that	 organisational	 inhibitors	 were	 a	 key	 inhibitor	 to	 managing	 the	acquisition,	storage	and	maintenance	of	IS	project	experience	in	organisations.	I	distinguished	organisational	inhibitors	from	other	major	themes	(reported	later)	on	 the	 basis	 that	 an	 organisation	 fails	 to	 provide	 adequate	 support	 or	infrastructure	 (e.g.	 process,	 technology,	 etc.)	 for	 managing	 the	 acquisition,	
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storage	 and	 maintenance	 of	 IS	 project	 experience.	 Organisational	 inhibitors	relate	to	systemic	issues	that	impact	the	management	of	IS	project	experience.	More	 specifically,	 the	 organisational	 environment,	 processes,	 and	 so	 on	 can	impact	 negatively	 on	 managing	 the	 acquisition,	 storage	 and	 maintenance	 of	experience	in	IS	projects.		To	gain	a	better	understanding	of	organisational	inhibitors,	the	following	section	 will	 examine	 the	 key	 sub-themes	 that	 emerged	 through	 the	 analysis,	which	 are	 summarised	 in	 Figure	 11.	 It	 will	 investigate	 the	 impact	 of	 project	resources	provided	by	organisations	(section	5.1.1.1),	the	challenges	arising	from	the	 timing	 of	 experience	 acquisition	 in	 project	 management	 as	 dictated	 by	organisations	(section	5.1.1.2),	the	issue	of	organisations	not	recognising	that	the	project	manager	is	an	experience	resource	(section	5.1.1.3)	and	the	impact	of	the	size	and	the	type	of	the	organisation	on	experience	management	(section	5.1.1.4).	
	
Figure	11:	Organisational	inhibitors	sub-theme	categories	
5.2.1.1	Project	resources	One	 key	 aspect	 identified	 by	 the	 co-researchers	 impacting	 heavily	 on	experience	management	in	IS	projects	was	the	organisational	level	recruitment	and	 budget	 of	personnel.	 For	most	 in-house	 projects,	 co-researchers	 reported	that	a	fairly	informal	and	sometimes	ad	hoc	recruitment	of	resources	was	used	for	projects.	These	resources	were	very	frequently	recruited	by	the	organisation	
Organisational inhibitors
Timing paradox
Recognition of PM experience 
Project resources
Impact of size of organisation
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for	a	specific	period	and	for	dedicated	tasks.	The	absence	of	a	budget	to	include	these	resources	(and	pay	for	their	time)	in	any	experience	management-related	activity	meant	 it	 was	 expensive,	 and	 the	 time	 commitment	 for	 such	 activities	could	often	not	be	justified.	This	transient	workforce	in	projects	emphasised	that	the	timing	of	experience	acquisition,	storage	and	maintenance	would	be	critical	to	ensure	personnel	resources	could	be	included	before	the	end	of	the	project.	Further,	this	sub-theme	demonstrated	the	importance	of	(financial)	value	when	capturing	experience.	
5.2.1.2	Timing	paradox	Close	 analysis	 of	 the	 previous	 sub-theme	 also	 uncovered	 the	 issue	 of	timing	of	when	acquisition,	storage	and	maintenance	of	experience	should	occur.	The	 co-researchers	 suggested	 that	 managing	 the	 acquisition,	 storage	 and	maintenance	of	project	experience	should	not	be	limited	to	the	end	of	the	project,	but	should	be	a	continuous	process	in	project	management	and	involve	all	project	stakeholders.	However,	it	was	agreed	that	no	organisation	provided	any	support	or	 technology	 infrastructure	 to	 facilitate	 this	 continuous	 management	 of	 the	acquisition,	 storage	 and	 maintenance	 of	 experience	 in	 IS	 projects.	 Through	further	analysis	of	the	transcripts,	it	became	evident	that	all	co-researchers	felt	that	 their	 organisation	 did	 not	 properly	 support	 managing	 the	 acquisition,	storage	and	maintenance	of	project	experience	with	any	infrastructure,	systems	or	 time.	 The	 acquisition,	 storage	 and	maintenance	 of	 that	 experience	 had	 the	potential	 to	work	 for	 that	particular	group	while	 they	all	worked	on	the	same	project.	However,	as	soon	as	the	personnel	in	the	group	were	redistributed	across	other	teams,	the	experience	would	be	lost	through	the	informal	nature	of	how	it	was	acquired.	
5.2.1.3	Recognition	of	the	project	manager	experience	Some	 of	 the	 co-researchers	 remarked	 that	 the	 organisation	 did	 not	support	the	project	manager	as	an	experience	resource.	Most	organisations	did	not	keep	any	records	of	the	type	of	projects	in	which	individual	project	managers	had	been	involved.	Further,	the	organisations	did	not	provide	an	infrastructure	for	these	project	managers	to	be	readily	identifiable	as	experts	in	certain	types	of	projects,	 which	 is	 an	 essential	 organisational	 level	 enabler	 of	 managing	 the	
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acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	This	is	because	project	 managers	 were	 perceived	 as	 key	 contributors	 of	 experience	 being	acquired,	 repositories	 for	 storing	 experience,	 and	 maintainers	 of	 these	repositories.	
5.2.1.4	Impact	of	the	size	of	an	organisation	Co-researchers	who	had	IS	project	management	experience	in	small	and	large	organisations	agreed	that	organisational	inhibitors	played	a	less	significant	role	 in	 small	 organisations.	 This	 was	 because	 small	 organisations	 facilitated	informal	 networks,	 and	 these	 informal	 networks	 helped	 provide	 some	transparency	with	regards	 to	project	 experience.	 It	was,	however,	 agreed	 that	small	 organisations	 did	 not	 have	 formal	 structures	 to	 facilitate	 effective	managing	 of	 the	 acquisition,	 storage	 and	 maintenance	 of	 experience	 in	 IS	projects.	Organisations	that	engaged	in	regular	project	activity	were	more	likely	to	 have	 systems	 to	 collect	 project	 information.	 The	 higher	 the	 level	 of	standardisation	of	the	project	work	performed,	the	more	effective	such	systems	were.	For	example,	construction	projects	were	more	standardised	compared	to	software	projects.	Larger	organisations	were	also	more	likely	to	have	considered	more	general	knowledge	management	ideas.	Table	 13	 summarises	 key	 perspectives	 as	 uncovered	 by	 the	 co-researchers	with	regards	to	the	organisational	inhibitors.	The	table	represents	the	collective	lived	experience	of	the	project	managers	who	were	engaged	as	co-researchers.	
Table	13:	Sub-Themes	for	Organisational	Issues	Theme	
Sub-Theme ID Quote 
Recognition of 
experience 
TM This is kind of what that speaks to is not a lack of technology or 
opportunity, but the level of discomfort with having the feedback, 
because if you are typing your feedback, you might not get exactly 
what you want to hear, but it’s at least, if somebody is chicaning 
your project, your project you can hear it within the office, little 
square office, and nobody really is. Whereas to put out to yammer 
would be a more public thing! 
Timing CD The post implementation review. One of the questions is actually, 
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Sub-Theme ID Quote 
what’s quite interesting is at what time do you do it? 
Project resources CD It’s important that you plan for it to get budgeted, so one of the 
classic things is, “We’ve kind of run out of money. We’re running 
towards the end.” So, for the last, the first thing that gets cut is the 
post implementation review process, right, let alone the… 
…somebody from a consulting company to come and run one. So, 
the important thing is to actually plan for it and not just budget for it, 
it’s actually still having people available, and I think an example just 
now, the different team member, they’ve all gone off to whatever 
the next thing is and you can’t get them back together again. 
Timing JF You’ve got 30 people working on a project and then as the project 
starts to come to an end they will start taking people out from that 
project, and they’re already on some other site in a new 
engagement completely. So, by the time the project’s complete, you 
started with 30 people, you’re down to like five people. So, most of 
the people who worked on that project are already out of it and they 
couldn’t care less; it’s pretty much that’s what it becomes. The 
project manager, okay, but that project was a success or a failure, 
at the end of the day the project manager has again moved to 
something else. 
Recognition of 
experience 
JF At the end of the day if the project goes bad no one even bothers to 
go back and actually think about it, what went wrong, what could we 
do to fix it? 
Timing JF I agree, but that retrospective, what happens if you’ve got a team of 
30 people sitting on the day, that retrospective happens between 
them. The pressure on the resources really have it to deliver at that 
point. So yeah, even though they said in the retrospective, okay, 
jotting down these things need to be improved, these are the things 
we need to make sure we get rid of. We’ve listed all those things 
out. Out of 10 points maybe people will work on four points; 
realistically they don’t manage to work on all the 10 points. But that 
stays within those 30 people. The moment they’re out of the 
project…it never goes to the organisation which means whatever 
lessons were learnt during retrospectives and units throughout the 
course of the project, you’ve lost that. 
Timing JF You know, if a year later the project manager is contacted, he’s 
already moved on, he worked on that project six months ago. There 
were so many people, he can’t even remember clearly because 
he’s completely on a different project now, different pressures. So, 
you can pick up a phone, that if your practice manager picks up the 
phone and calls them up to find out, “Hey, what do you think about 
this person? How did he work on the project?” “Oh yeah, it was 
good, it was good.” But how do you expect them to remember every 
single individual and how they performed when they’ve got other 
	 168	
Sub-Theme ID Quote 
things to worry about. 
Recognition of 
experience 
KB But, fair enough! But very unusual, maybe one percent of the time, 
you’d actually got – billable time you can do that with. Otherwise, 
you know, you are on your non-billable time. 
Project resources KL Few organisations or none – I’d argue about anyway like having 
really even captured the data of o.k., we just did a hundred projects, 
this many than were on time, this many were past due, this many till 
they were required, even wanted this many complete this many 
were on budget, this many weren’t. Most organisations don’t even 
have that. They are more likely to have the budget figures than 
anything else, but not – you know, they are not necessarily tracking 
it. 
Impact of the size of an 
organisation 
KB The tiny little ones are much more likely, because it’s more like 
you’re – then you’re talking to the person – it’s a couple of people, 
who are still there. You go and talk to them. They go: yeah, I’ve got 
that, and somewhere there will fit a project file from when they 
worked on it. Or they’d say: oh, well, Phil was in charge of that, and 
he’s not here, but we’ve got everything that was on his PC, and we 
will scrounge it together, and you can maybe find it. And that is 
unscientific, very at odd. But you’re more likely to get it with a small 
or medium sized firm. 
5.2.2	Individual	challenges	The	next	theme	that	emerged	was	individual	challenges.	This	theme	refers	to	 the	 challenges	 individuals	 in	 organisations	 running	 IS	 projects	 face	 with	regards	to	contributing	to	managing	the	acquisition,	storage	and	maintenance	of	project	 experience.	 These	 individual	 challenges	 are	 not	 always	 independent	because	 some	 challenges	 can	 be	 a	 direct	 consequence	 of	 one	 or	 more	organisational	 inhibitors.	 Challenges	 can	 range	 from	organisational	 processes,	organisational	infrastructure	to	the	mind-set	of	other	individuals,	etc.	Individual	challenges	 relate	 to	 challenges	 that	 impact	 the	 individual	 and	 their	ability/willingness	 to	 contribute	 to	 managing	 the	 acquisition,	 storage	 and	maintenance	of	experience	in	IS	projects.	To	 gain	 a	 better	 understanding	 of	 individual	 challenges,	 the	 following	section	 will	 examine	 the	 key	 sub-themes	 that	 emerged	 through	 the	 analysis,	which	are	summarised	in	Figure	12.	It	will	investigate	the	impact	of	access	and	
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openness	 among	 individuals	 with	 respect	 to	 IS	 projects	 (section	 5.1.2.1),	 the	issues	arising	from	an	individual’s	perceived	focus	on	success	(section	5.1.2.2),	challenges	arising	 from	a	 lack	of	 a	methodology	 for	managing	 the	acquisition,	storage	 and	 maintenance	 of	 project	 experience	 which	 enable	 individuals	 to	contribute	 to	experience	management	 (section	5.1.2.3)	and	 the	relationship	of	the	project	manager	with	relevant	technology	(section	5.1.2.4).	
	
Figure	12:	Individual	challenges	sub-theme	categories	
5.2.2.1	Access	and	openness	From	the	co-researchers’	point	of	view,	as	project	managers,	the	process	of	learning	from	project	experience	should	translate	into	lessons	learnt.	From	the	project	manager's	point	of	view,	to	be	effective,	this	needed	to	be	a	continuous	process	 (see	also	section	5.1.1.2	 for	 the	 related	organisational	 issue)	 that	was	“more	iterative	or	more	agile”	(Clair	Dames	line	315)	than	merely	conducting	a	review	after	the	completion	of	the	project.	Another	challenge	to	managing	the	acquisition,	storage	and	maintenance	of	lessons	learned	was	that	experience	management	was	not	seen	to	be	aligned	with	individuals’	primary	motivators.	This	was	because	the	acquiring,	storing	and	maintaining	 project	 experience,	 and	 creating	 long-term	 value	 for	 the	organisation,	 often	 did	 not	 translate	 into	 an	 individual's	 career	 progression.	Indeed,	 sharing	 personal	 knowledge	 could	 be	 perceived	 as	 career	 limiting	
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because	 individuals	 might	 perceive	 sharing	 as	 a	 loss	 of	 their	 competitive	advantage	 for	 future	 jobs.	 As	 a	 consequence,	 individuals	 do	 not	 want	 to	contribute	 to	 organisational	 goals	 associated	 with	 managing	 the	 acquisition,	storage	and	maintenance	of	experience.	As	 mentioned	 in	 section	 4.3.3	 larger	 organisations	 in	 which	 co-researchers	 worked	 had	 explored	 the	 principles	 associated	 with	 knowledge	management.	The	management	of	project	experience	follows	some	of	the	same	principles.	However,	none	of	the	co-researchers’	organisations	had	successfully	implemented	a	 cohesive	knowledge	management	approach	or	system.	This,	 in	turn,	 led	 to	 all	 the	 common	 knowledge	management	 related	 problems	 at	 the	individual	level,	such	as	individuals	protecting	knowledge,	lack	of	communication	among	individuals,	lack	of	access	to	relevant	information	by	individuals.	This	in	turn	 resulted	 in	 a	 lack	 of	 a	 central	 repository	 to	 store	 and	 maintain	 this	knowledge,	including	knowledge	in	written	form	produced	by	individuals	and	in	the	heads	of	individuals.	These	problems	also	resulted	in	a	lack	of	transparency	about	the	available	knowledge,	and	specifically	project	experience,	available	to	individuals.	For	most	of	 the	 co-researchers’	 organisations,	 it	 was	 not	 immediately	 transparent	 if	anybody	within	the	organisation	had	relevant	project	management	experience	similar	 to	a	current	project.	Most	 large	organisations	suffered	 from	the	lack	of	transparency,	 as	 well	 as	 the	 lack	 of	 systems	 to	 identify	 or	 locate	 staff	 with	relevant	experience,	which	 is	 central	 to	managing	 the	acquisition,	storage	and	maintenance	 of	 experience	 in	 IS	 projects.	 For	 most	 co-researchers,	 access	 to	personnel	 resources	 with	 project	 experience	 was	 an	 important	 link	 to	 such	experience.	
5.2.2.2	Focus	on	success	Another	 significant	 individual	 issue	 raised	 by	 all	 co-researchers	 was	human	nature.	Most	of	us,	if	not	everybody,	prefers	to	talk	about	success	rather	than	failure,	regardless	of	an	organisation’s	attitude	to	failure.	The	co-researchers	stated	that	there	was	an	attitude	towards	failure	that	prevented	people	involved	in	 IS	 projects	 from	 openly	 communicating	 about	 failure-related	 issues.	 The	
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association	 with	 failure	 was	 considered	 dangerous	 and	 potentially	 career	limiting,	and	therefore	individuals	mostly	preferred	to	disassociate	themselves	from	failure	and	to	avoid	mentioning	problems	or	difficulties.	The	co-researchers	explained	that	this	attitude	towards	failure	leads	to	a	denial	 culture,	 resulting	 in	 a	 denial	 attitude	 towards	 bad	 experiences.	 This	attitude	 towards	 bad	 experience	 resulted	 in	 a	 significant	 loss	 of	 project	experience,	because	reflecting	on	things	that	did	not	work	to	plan	was	the	most	valuable	 experience,	 and	 because	 such	 an	 attitude	 prevented	 such	 experience	from	surfacing	so	that	it	can	be	acquired	and	stored	in	project	memory.	
5.2.2.3	Lack	of	methodology	for	the	acquisition,	maintenance	of	experience	Co-researchers	stated	that	individuals	in	projects	were	often	driven	by	the	organisational	project	management	methodology	of	choice.	If	an	organisation,	for	example,	uses	PRINCE2,	then	staff	will	typically	follow	that	methodology.	The	co-researchers	explained	that	most	methodologies	did	not	provide	a	refined,	or	even	fundamental,	process	for	managing	the	acquisition,	maintenance	and	storage	of	experience	in	(IS)	projects.	It	was	clearly	difficult	to	motivate	staff	to	invest	in	a	process	that	was	not	directly	associated	with	methodology	requirements.	If	 an	 organisation	 did	 provide	 formal	 structures	 to	 help	 manage	 the	acquisition	 of	 project	 experience,	 this	 was	 usually	 done	 in	 the	 form	 of	 some	report	or	written	document.	For	the	individual,	however,	there	was	little	benefit	in	providing	this	in	much	detail,	because	the	organisational	infrastructure	did	not	support	meaningful	acquisition	and	storage	of	such	write-ups.	Consequently,	the	individual	was	 forced	to	keep	personal	records,	and	there	was	 little	benefit	 to	invest	time	and	energy	to	create	write-ups	for	other	members	in	the	organisation.	Also,	there	was	a	feeling	that	too	much	information	could	be	detrimental,	not	just	to	 the	 individual,	 but	 also	 clients	 (e.g.	 potential	 compromising	 of	 their	confidentiality).	 The	 co-researchers	 felt	 that	 this	 kind	 of	 attitude	 led	 to	 a	minimum	of	information	that	was	formally	acquired	by	individual	project	staff.	In	addition	to	the	problems	around	managing	the	acquisition,	storage	and	maintenance	 of	 experience	 through	 project	 narratives	 (or	 reports),	 there	was	also	 an	 issue	 of	 trust.	 This	 was	 because	 an	 individual	 would	 only	 trust	 the	
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narrative	if	they	had	confidence	in	the	individual	who	produced	the	narrative.	
5.2.2.4	Relationship	with	technology		The	 co-researchers	 stated	 that	 for	most	 individuals	working	 in	 project	management,	the	lack	of	reliable	systems	for	the	management	of	experience	was	one	 of	 the	 principal	 inhibitors	 to	 project	 experience	 management.	 The	 co-researchers	identified	various	technologies	that	could	be	used,	but	they	felt	none	were	effective	and	motivating	for	individuals.	As	a	result,	there	were	perceived	challenges	associated	with	such	tools	being	part	of	the	broader	goal	of	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	A	tool	that	was	repeatedly	mentioned	by	co-researchers	was	a	wiki.	The	advantage	 of	 a	 wiki	 was	 that	 it	 was	 described	 as	 uncomplicated	 to	 use.	 The	downside	of	wikis	was	 the	 lack	of	 formal	management	 structures	and	control	around	their	use.	This	led	to	the	acquisition	of	much	extraneous	information	that	very	 frequently	 related	 to	 technical	detail	 about	a	 specific	project,	 rather	 than	relevant	experience	to	be	acquired,	stored	and	maintained	 in	project	memory.	This	suggested	the	main	issue	with	wikis	are	the	broader	‘management	issues’	supporting	their	use	for	acquiring,	storing	and	maintaining	experience.	Another	suggested	 tool	 to	acquire	project	 experience	was	 social	media.	Many	 organisations	 used	 a	 corporate	 “social	media”	 tool	 called	 Yammer.	 The	principal	idea	behind	Yammer	was	communication.	People	could	post	interesting	information,	experience,	questions	or	any	other	"social"	activity	and	any	other	active/interested	participant	could	respond	to	a	specific	post.	The	 idea	behind	the	use	of	social	network	for	managing	the	acquisition,	storage	and	maintenance	of	 project	 experience	 was	 that	 it	 could	 provide	 an	 easy	 platform	 to	 capture	success	stories,	and/or	provide	easy	reach	to	individuals	whose	minds	were	the	primary	 repositories	 for	 storing	 and	 maintaining	 experience	 relating	 to	 IS	projects.	Most	of	 the	co-researchers’	organisations	had	engaged	with	Yammer,	but	all	co-researchers	reported	that,	after	initial	enthusiasm,	the	contribution	and	participation	 dropped	 off	 significantly	 and	 that,	 except	 for	 a	 small	 group	 of	supporters,	most	staff	abandoned	work-related	social	media	tools.		 	
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An	 issue	 with	 the	 use	 of	 software	 tools	 for	 acquiring,	 storing	 and	maintaining	 experience	 in	 IS	 projects	 was	 that	 many	 staff	 were	 already	overwhelmed	with	the	day-to-day	requirements	of	the	job.	For	this	reason,	co-researchers	stated	that	project	staff	did	not	find	it	an	appealing	prospect	to	use	systems	 that	might	 not	 be	 easily	 understood	 or	 beneficial,	 especially	 if	 these	systems	were	considered	unstructured	or	staff	worried	about	making	mistakes.	Therefore,	often	staff	were	hesitant,	if	not	reluctant,	to	use	such	systems.	A	key	challenge	 to	management	 environment	 needed	 to	 acquire,	 store	 and	maintain	experience	 is	 thus	 ensuring	 management	 processes	 increase	 the	 desire	 of	individual	 project	 staff	 to	 use	 these	 tools	 to	 be	 involved	 in	 experience	management	initiatives.	Table	 14	 summarises	 the	 key	 perspectives	 as	 uncovered	 by	 the	 co-researchers	with	regards	to	the	individual	challenges.	The	table	represents	the	collective	lived	experience	of	the	project	managers	engaged	as	co-researchers.	
Table	14:	Sub-Themes	for	Individual	Issues	Theme	
Sub-Theme ID Quote 
Access and openness CD A lot of lessons learnt should really be all the way through; so, it’s 
not at the transition at the end of the project where, as I say, 
everybody’s part of it, it actually should be continuous, continuous, 
continuous. And successful adoption of more iterative or more agile 
or more, which you need to understand are very different 
tolerances around price and cost and… 
Access and openness CD …how to create an environment where people’s performance and 
value, and those extra things that are actually investing the long-
term development of the business? 
Access and openness CD post-implementation review is very much a formal workshop with a 
structured set of questions, but again in a safe, open environment, 
which you have to be able to have, you have to have a culture that 
can support people being open so… …that they can admit where 
they were, where things went wrong, and that’s part of the 
challenge that a lot of the cultures don’t support. 
Access and openness TM If it was me I’d call up somebody I know who worked in those 
ways, and I’d ask them for something specific like: have we done a 
project that did this, and can I see some kind of evidence that it 
worked out. But I wouldn’t know. There is no – on our intranet there 
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Sub-Theme ID Quote 
is no central repository that I know of, that’s easily accessible. 
Lack of methodology KL You write it up, it goes some place into their files, and it’s really 
important that you keep that yourself, because it’s virtually, almost 
virtually impossible to find it again. 
Access and openness KL …they often keep things confidential too. And so, there is often the 
minimum required is in there. And you, and what is required usually 
is proof that you did what the client asks as opposed to sort of the 
meaning guts of like: o.k. what we actually do. 
Relationship with 
technology 
AL Wiki is very quick and easy to put information into. But it is not 
structured very well … But if you search for what happened on a 
previous project, you might find lots of information about irrelevant 
things. 
Focus on success JF At the end of the day if the project goes bad no one even bothers 
to go back and actually think about it, what went wrong, what could 
we do to fix it. 
Lack of methodology AJ … it’s sometimes hard just to explain what’s in your head… 
Relationship with 
technology 
AJ Within my division knowledge management is a topic that comes 
up time and time and time again. We are a technology driven 
division and your project people like to play with different tools. 
Unfortunately, that means that knowledge is really quite 
fragmented between all of the separate repositories of information. 
Relationship with 
technology 
MS The feeling that you often get would be: this tool is, oh my God, I’m 
urged to learn this. It’s really difficult. I need to constantly refer to 
my notes; I made an error now I don’t know who to go to and help 
me with this. It’s all of those things you’d actually become really 
worried over. And it’s seen as a chore more than something that’s 
an enabler to make you do your job more easily. 
5.2.3	Organisational	enablers		Organisational	enablers	emerged	from	Chapter	4	as	a	type	of	baseline	of	what	 the	 co-researchers’	 organisations	 were	 doing	 to	 enable	 more	 effective	managing	 of	 the	 acquisition,	 storage	 and	 maintenance	 of	 experience	 in	 IS	projects.	This	section	will	examine	what	type	of	organisational	enablers	existed	in	the	organisations	(see	Figure	13),	and	how	effective	these	processes,	rules	and	techniques/initiatives	were	from	the	perspective	of	the	co-researchers.	None	of	the	 co-researchers	 had	 experienced	 a	 proven	 solution	 for	 managing	 the	
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acquisition,	 storage	 and	 maintenance	 of	 IS	 project	 experience.	 Further,	 the	organisational	enablers	presented	in	this	section	are	not	based	on	the	consensus	of	all	co-researchers.	Instead,	this	section	will	present	the	organisational	enablers	that	 the	 co-researchers,	 collectively,	 had	 found	 offered	 some	 benefits	 with	regards	 to	 managing	 the	 acquisition,	 storage	 and	 maintenance	 of	 project	experience.	More	specifically	this	section	looks	at	the	use	of	project	reviews	and	associated	approaches	 (section	5.1.3.1),	 the	use	of	mentoring	 (section	5.1.3.2)	and	the	effectiveness	of	guidelines	and	standards	(section	5.1.3.3),	which	were	facilitated	 at	 the	 organisational	 level	 for	 the	 purposes	 of	managing	 IS	 project	experience.	
	
Figure	13:	Organisational	enablers	sub-theme	categories	
5.2.3.1	Project	reviews	All	 co-researchers	 referred	 to	 the	 post-implementation	 review	 as	 the	main	organisational	instrument	to	uncover	what	occurred	during	each	project.	The	 co-researchers	made	 it	 clear	 that	 post-implementation	 reviews	were	 not	inward	 focused	 because	 such	 reviews	 did	 not	 critically	 analyse	 the	 project	management	process,	extract	best	practice	and	identify	bad	practice.	The	post-implementation	review	was	instead	primarily	outward	focused,	on	the	demands	of	the	client,	and	was	primarily	conducted	to	identify	if	the	client	was	satisfied	with	the	outcome	of	the	project	and	if	the	project	outcome	satisfied	the	clients’	needs.	This	means	 that	 the	post-implementation	 review	was	not	providing	an	inside	view	of	 the	process	within	 the	project,	 and	no	 records	were	 created	 to	acquire	 relevant	 experience	 relating	 to	 project	management.	 Despite	 this,	 co-researchers	stated	that	for	most	organisations	the	post-implementation	review	
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was	the	single	most	important	process	to	facilitate,	to	some	extent,	managing	the	acquisition,	storage	and	maintenance	of	experience.	The	primary	purpose	of	the	post-implementation	 review,	 as	 described	 by	 the	 co-researchers,	 was	 to	determine	 how	 successful	 a	 project	 had	 been,	 and	 if	 it	 had	 fulfilled	 the	requirements	of	the	client.	In	one	co-researcher’s	organisation,	the	post-implementation	review	had	been	abolished	because	the	organisation	only	performed	internal	projects.	For	this	reason,	the	post-implementation	review	was	no	longer	seen	as	beneficial	for	this	organisation’s	operation.	This	organisation	had,	however,	not	abandoned	the	idea	 surrounding	 acquiring,	 storing	 and	 maintaining	 project	 experience.	 The	organisation	 had	moved	 towards	 a	more	 agile	 project	management	 approach	involving	“Sprints”,	whereby	the	project	management	process	was	broken	down	into	small,	short	chunks	of	work.	At	the	end	of	each	sprint,	there	was	a	review	with	the	(internal)	client.	The	process	of	reviewing	the	outcomes	of	each	sprint	was	assessed	through	a	retrospective.	These	retrospectives	were	very	open	and	accessible	and	derived	benefits	that	would	be	available	to	all	interested	project	teams	in	the	organisation.	The	organisation	was	in	the	early	stages	of	managing	the	acquisition,	storage	and	maintenance	of	the	retrospectives	by	investing	in	a	tool	 to	 help	 capture	 significant	 events	 and	 outcomes	 in	 projects.	 The	implementation	of	this	tool	had,	however,	not	yet	occurred,	and	therefore	the	co-researcher	 could	 not	 share	 any	 insights	 about	 its	 use	 or	 effectiveness	 for	experience	 management.	 The	 co-researcher	 from	 this	 organisation	 believed	there	would	be	a	tangible	benefit	in	capturing	project	related	information.	But	to	determine	how	to	structure	such	information	to	acquire,	store	and	maintain	 it	remained	a	challenge	with	respect	to	these	retrospectives.	Another	 organisation	 had	 facilitated	 project	 experience	 management	through	a	process	called	the	project	improvement	review.	The	idea	behind	this	review	was	to	analyse	the	project	in	more	detail	and	to	record	how	a	project	could	have	 been	 improved	 based	 on	 the	 experience	 gained	 during	 the	 project.	 This	review	process	was	a	requirement,	and	it	was	usually	conducted	at	the	end	of	the	project	through	a	process	of	reflection.	There	was	no	technology	infrastructure	or	any	other	formalised	process	to	manage	the	ongoing	storage	and	maintenance	
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of	 these	 project	 improvement	 reviews.	 Consequently,	 this	 document	 was	 not	considered	 by	 the	 co-researcher	 to	 be	 suitable	 for	 project	 experience	management,	because	it	was	conducted	for	the	benefit	of	the	individual	project	manager	and	was	undertaken	for	compliance	reasons	within	the	organisation.	If	another	project	manager	was	aware	of	a	specific	project	improvement	review,	it	was	seen	by	the	co-researcher	as	almost	impossible	to	derive	a	tangible	benefit.	
5.2.3.2	Mentoring	Several	 co-researchers	 referred	 to	 another	 organisational	 enabler	 for	managing	the	acquisition,	storage	and	maintenance	of	project	experience.	This	approach	involved	providing	regular	forums	for	staff	to	have	an	opportunity	to	engage	with	project	staff	who	were	more	experienced	within	the	organisation.	This	 approach	 constituted	 the	 simplest,	 but	 still	 effective,	method	 to	 facilitate	managing	the	acquisition,	storage	and	maintenance	of	experience	which	resides	in	the	minds	of	project	staff,	without	the	need	for	complex	use	of	technology	or	traditional	access	issues.			There	 were	 a	 few	 variations	 to	 this	 approach	 described	 by	 the	 co-researchers.	 On	 a	 very	 rudimentary	 level,	 mentoring	 was	 described	 as	 a	foundation	concept	for	experience	management.	Co-researchers	had	experienced	mentoring	 programs	 across	 all	 organisations.	 The	 effectiveness	 of	 mentoring	varied	and	was	dependent	on	several	different	parameters	such	as	commitment,	communication	and	accessibility	of	the	mentors.	In	 the	 organisation	 of	 one	 co-researcher,	 the	mentoring	 approach	 had	been	 reimagined	 to	 introduce	 what	 the	 organisation	 labelled	 "agile	 project	managers".	This	terminology	is	not	to	be	confused	with	agile	project	management	as	a	methodology	but	 instead,	 refers	 to	senior	 staff	 in	 the	organisation	with	a	magnitude	of	project	experience.	These	experienced	senior	staff	members	were	“coaches”	who	mentored	other	project	managers	in	the	coach’s	knowledge	area.	This	 was	 to	 ensure	 a	 project	 manager	 received	 the	 relevant	 organisational	context	and	approach	for	the	effective	management	of	a	project.	The	coaches	can	also	support	the	project	managers	with	the	project	implementation	as	a	sponsor.	This	coaching	approach	was	designed	to	provide	an	environment	where	people	
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could	develop	trust,	feel	safe	and	discuss	openly	the	experiences	relating	to	the	scope	and	the	expectations	of	the	project,	and	to	ensure	a	broader	understanding	of	 the	 boundaries	 of	 a	 project.	 This	 approach,	 therefore,	 provided	 an	organisational	structure	for	managing	the	acquisition,	storage	and	maintenance	of	experience	residing	in	the	minds	of	the	senior	project	managers	(coaches).	
5.2.3.3	Guidelines	and	standards	In	addition	 to	 this	 approach,	many	of	 the	 co-researchers’	organisations	worked	in	regulated	environments	or	worked	with	clients	with	strict	compliance	needs.	Consequently,	almost	all	organisations	had	implemented	strict	processes	and	guidelines	 to	ensure	 the	desired	 standard.	These	guidelines	 could	also	be	seen	 as	 a	minimum	 level	 of	 project	 experience	 that	was	 acquired,	 stored	 and	maintained.	There	were,	however,	limitations	with	regards	to	the	level	of	detail	and	the	generalizability	of	such	guidelines.	Consequently,	this	approach	was	only	suitable	for	acquiring,	storing	and	maintaining	a	minimum	standard	in	projects.	Table	 15	 summarises	 the	 key	 perspectives	 as	 uncovered	 by	 the	 co-researchers	with	regards	to	the	organisational	enablers.	The	table	represents	the	collective	lived	experience	of	the	project	managers	engaged	as	co-researchers.	
Table	15:	Sub-Themes	for	Organisational	Facilitation	Theme	
Sub-Theme ID Quote 
Project reviews TM We do process a project improvement review, which is a 
formalized document, because a PIR sits with the project lead. It’s 
not necessarily going to be shared more broadly. So, the 
information would be gathered, but you’d have to be pretty 
tenacious to go and find it. 
Mentoring TM … to create the space in which people can learn, because you 
know an agenda for meeting is as a menu for what you might start 
with, like a title on a book. But how do you have that conversation 
and come back to it again. Having immersed yourself in what either 
has worked really well or hasn’t worked really well. So, it’s to get 
people back together again and have a second conversation, 
because the reality is that our organisation and many others is – 
it’s teaming with them in your team, and you can’t have a one 
arming thing at arm about anything really and hope that’s an 
outcome, but you can bring people back and bring back to them 
what their learning is. 
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Sub-Theme ID Quote 
Project reviews AJ The workspace would be populated throughout the project and 
associated – we’d probably do retrospectives now at certain points 
all throughout the projects, we are generally trying to move it into 
an agile format delivery. Those retrospectives are pretty iterative in 
each sprint or iteration that we’re doing so that we get gradual or 
long working improvements – the projects. So, those things should 
be worked throughout. They should be accessible by everyone. 
Mentoring AJ Although that search tool is coming over the next eight months or 
so I believe. But at the moment, I believe, as we have lot of 
unstructured information, it probably would be an issue. And given 
the context of a specific project at my organisation, it would just 
always be risky to cover all that. 
Mentoring CD We have dedicated project coaches. So, they’re not part of the 
projects; their job is purely to make the sponsors successful and to 
coach the project managers, and some of the two key activities that 
they’re involved in, so during initiation and on reviews. So, they 
actually call themselves “agile project managers”, which I don’t, I 
don’t call them that because I think it’s a misuse of the term agile. 
But that idea of creating an environment in which people are safe, 
feel safe enough to be able to firstly share things they think might 
go wrong, because we all know, just, if we don’t understand why 
we’re doing it in the first place then there is no point and we miss 
what the sponsor actually wants to achieve, and what the 
boundaries of the project are; got to have that initiation in effort, but 
also how to do regular reviews. 
Mentoring CD …post-implementation review is very much a formal workshop with 
a structured set of questions, but again in a safe, open 
environment, which you have to be able to have, you have to have 
a culture that can support people being open so… …that they can 
admit where they were, where things went wrong, and that’s part of 
the challenge that a lot of the cultures don’t support. 
Guidelines and 
standards 
CD So, one of the problems is if you get someone new into an 
organisation … the processes take a lot to learn and we have a lot 
of compliance requirements and standard things; everybody’s a 
little bit different. So even if they worked at ANZ down the road or 
at Telstra, they still have to learn how we do things. So, you need 
to invest in that kind of wrap up, and you can’t kind of flood 
everybody with it on Day 1. 
Mentoring TL One thing where we’re focused on at the moment is being more 
transparent. So, I am listed with something that is secretive like a 
contract with a vendor, you know, something confidential. Most 
cases anything to do with the project and any learnings we made 
from a project, any shortcomings. We haven’t to document those 
on the Wiki, and I guess the idea is the more transparent we can 
be, the better the organisation would be in terms of learning, in 
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Sub-Theme ID Quote 
governance. They can see what projects we are doing, and what 
we are not doing. If someone’s got an issue, they can raise it with 
us. So, we would want to be as transparent as possible. 
Mentoring KL …you would have sort of mentors, where they would – either 
officially or unofficially like assign up somebody for your mentor, 
big brother, big sister and you would be then for lower people and 
have them follow up with higher people. But that was a very 
general thing; you could talk to them about project management. 
But that would be like one of a billion topics you could bring up. 
There was no specific project management experience transfer. I 
have never actually thought about project management experience 
transfer in the way you phrased the question. And that’s despite 
really spending most of my career as a project manager. 
	
5.2.4	Individual	approaches	During	the	continuous	analysis	of	the	co-researchers’	textural	structural	description,	recurring	statements	hinted	at	the	need	for	individual	approaches	to	managing	the	acquisition,	storage	and	maintenance	of	IS	project	experience.	Such	individual	approaches	go	beyond	what	is	facilitated	by	the	organisation	and	rely	on	individuals	to	develop,	manage	and/or	respond	positively	to	approaches	that	can	facilitate	the	acquisition,	storage	and	maintenance	of	project	experience.		
	
Figure	14:	Individual	approaches	sub-theme	categories	
 Individual approaches
Reward and belonging 
Communication and trust
Informal networks
Formal documentation
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These	approaches	are	summarised	in	Figure	14.	This	section	investigates	how	individuals	can	communicate	and	build	trust	(section	5.1.4.1),	approaches	that	create	an	environment	of	reward	and	belonging	so	that	individuals	want	to	communicate	 (section	 5.1.4.2),	 the	 benefits	 of	 informal	 networks	 between	individuals	(section	5.1.4.3)	and	how	individuals	can	create	meaningful	 formal	documentation	 (section	 5.1.4.4),	 which	 all	 underpin	 managing	 project	experience.	
5.2.4.1	Communication	and	trust	As	identified	in	section	5.1.2.1,	good	communication	and	an	environment	of	trust	are	essential	for	an	organisation	that	seeks	continuous	improvement	and	excellence	in	project	experience	management,	because	it	provides	the	foundation	for	 individuals	 to	 participate	 willingly.	 According	 to	 the	 co-researchers,	successful	acquisition	of	project	experience	requires	 individual	project	staff	 to	reflect	 on	 every	 type	 of	 experience.	 Recording	 positive	 experiences	 as	 best	practice	 is	 the	most	common	foundation	 for	managing	the	acquisition,	storage	and	 maintenance	 of	 IS	 project	 experience.	 The	 co-researchers	 emphasised,	however,	that	acquiring	complete	project	experience	necessitates	learning	from	past	mistakes	and	negative	experiences.	Members	of	a	project	team	or	staff	need	to	 feel	 free	 to	 open	 up	 and	 communicate	 about	 such	 negative	 (and	 positive)	experience.	 This	 necessitates	 creating	 a	 comfortable	 space	where	 honest	 and	open	communication	is	not	only	survivable	but	rewarded	(see	section	5.1.4.2).	The	 co-researchers	 stated	 that	 building	 trust	 could	 sometimes	 be	achieved	through	the	simple	semantics	of	asking	difficult	questions	in	a	way	that	fosters	 this	 type	of	communication.	For	example,	 it	 is	 important	 to	ask,	"What	went	well?"	or	"what	went	badly?".	Asking	"what	went	badly?”,	however,	would	not	be	effective	at	encouraging	open	discussion	about	negative	aspects	of	project	experience.	 Instead,	 a	 question	 such	 as	 "what	went	well	 and	what	 could	have	been	even	better	 if…?"	 creates	an	environment	of	 appreciation	while	 critically	assessing	 the	 project	 and	 the	 events	 that	 impacted	 negatively	 on	 the	 project	outcome.	 This	 emphasises	 the	 role	 project	 managers	 have	 in	 managing	 the	acquisition,	 storage	 and	 maintenance	 of	 project	 experience,	 such	 as	 asking	questions	in	the	right	way.	
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The	co-researchers	emphasised	that	trust	and	respect	require	the	ability	to	 listen.	 Specifically,	 if	 individuals	 involved	 in	 projects	 are	 prepared	 to	contribute	their	domain	knowledge	and	experience	to	project	memory,	then	this	should	 be	 assessed	 in	 the	 context	 of	 the	 current	 project	 needs,	 and	mistakes	should	be	acknowledged.	
5.2.4.2	Reward	and	belonging	Adequate	reward	is	another	important	motivator	for	project	management	generally	 and	 project	 experience	management	 specifically.	 Co-researchers	 felt	that	 most	 organisations	 considered	 remuneration	 to	 be	 the	 key	 driver	 for	individuals	and	organisations.	Some	co-researchers	did	not	agree	with	this	view	and	instead	stated	that	key	drivers	that	motivated	staff	were	meaningful	work	with	good	people	they	could	trust,	and	a	flexible	work	environment.	Staff	want	their	 contributions	 to	 be	 valued	 by	 their	 organisation	 and	 project	 manager,	including	 their	 project	 experience.	 If	 so,	 people	 would	 be	 more	 likely	 to	 talk	openly	about	experience,	and	thus	contribute	to	the	broader	goal	of	managing	the	acquisition,	storage	and	maintenance	of	experience.		This	also	emphasises	that	a	sense	of	belonging	was	seen	by	co-researchers	to	 be	 critical	 to	 satisfy	 people's	 needs.	 For	 this	 reason,	 if	 an	 organisation	 can	create	 an	environment	whereby	 staff	 feel	 they	belong,	 then	people	will	be	 far	more	likely	to	contribute	to	the	acquisition,	storage	and	maintenance	of	project	experience.	 Social	 networking	 has	 facilitated	 a	 better	 understanding	 of	individuals	and	organisations.	Social	networking	can	help	create	new	boundaries	and	 trust	 environments	 because	 colleagues	 can	 learn	 about	 each	 other	 and	possible	shared	 interests	 through	online	engagement	and	the	use	of	platforms	such	as	Facebook	or	LinkedIn.		
5.2.4.3	Informal	networks	The	environment	of	trust	and	belonging	helps	to	create	informal	sharing	networks	within	which	experience	 can	be	acquired,	 stored	and	maintained,	 in	this	case	in	the	minds	of	project	staff.	Some	of	the	co-researchers	have	expressed	doubt	 that	 formal	 networks	 can	work	 as	 effectively	 as	 informal	 networks	 for	experience	management.	In	an	environment	where	such	informal	networks	are	
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strong,	it	is	possible	to	draw	on	these	networks	in	a	more	formalised	way.	For	example,	in	the	context	of	the	specific	problem,	the	goodwill	of	a	solid	informal	network	will	extend	to	people	spending	the	time	to	share	experience	if	and	when	needed	for	the	price	of	a	simple	cup	of	coffee	or	lunch.	Some	of	the	co-researchers	stated	that	it	is	important	to	have	a	personality	that	is	open	to	informal	networks	and	 not	 to	 be	 shy	 because	 those	 with	 such	 traits	 are	 more	 likely	 to	 feel	comfortable	contributing	to	management	initiatives	aimed	at	acquiring,	storing	and	maintaining	experience.	
5.2.4.4	Formal	documentation	Most	 co-researchers	 saw	 managing	 the	 acquisition,	 storage	 and	maintenance	 as	 involving	 a	 combination	 of	 informal	 and	 formal	 activities.	 To	provide	a	long-term	repository	of	project	experience	(or	memory),	they	believed	it	was	essential	to	document	this	type	of	experience	in	a	meaningful	way.	There	a	number	 of	 challenges,	 however,	 associated	 with	 how	 individuals	 create	 such	documentation.	How	much	or	how	little	documentation	is	adequate?	In	what	way	does	it	need	to	be	raised	to	be	properly	understood?	What	is	the	primary	purpose	of	 the	 documentation?	What	 style	 of	 English	 should	 be	 used?	None	 of	 the	 co-researchers	had	a	recipe	for	success,	but	they	all	agreed	that	experience	should	be	 documented	 in	 simple,	 plain	 and	 precise	 English	 and	 that	 the	 process	 for	creating	 such	documentation	should	be	 stated	 clearly	and	not	be	 complicated.	Any	documentation	should	not	be	overbearing	and	should	acquire	the	experience	as	concisely	as	possible.	All	 co-researchers	 agreed	 that	 the	 personal	 experience	 management,	rather	than	organisational-level	approaches,	have	been	the	most	successful	for	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	Table	 16	 summarises	 the	 key	 perspectives	 as	 uncovered	 by	 the	 co-researchers	with	regards	to	the	individual	approaches.	The	table	represents	the	collective	lived	experience	of	the	project	managers	engaged	as	co-researchers.		 	
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Table	16:	Sub-Themes	for	Individual	Facilitation	Theme	
Sub-Theme ID Quote 
Communication and 
trust 
TM When I realize that something in my work hasn’t worked out, I’m 
clear that not only do we have to have a conversation about 
whatever hasn’t work, but need to make sure that we’ve created a 
safe space. Now if you’re leading a piece of work, the first unsafe 
thing needs to come from you to demonstrate that saying 
something unsafe is survivable. I’m not providing permission for 
other people to talk. 
Communication and 
trust 
CT A lot of it was driven by problem solving, you know, but by having 
this view that I was there to solve problems. That was my problem. 
Oh, my God, and there were problems, there were problems 
popping up all over the place. So, I guess, what I was trying to do 
innately, intuitively it was to try and build some kind of panic around 
and go, how am I going to restrict the problems so that I can 
somehow manage them. 
Communication and 
trust 
CT Prepare to listen, and if people pushed back and said: we think we 
have specific domain knowledge that renders you wrong. O.k. o.k. I 
think one of my things was I didn’t mind saying I was wrong. The 
English found that really bizarre, really no truly. 
Communication and 
trust 
CD But what is very effective for lessons learnt and absorbing change 
is actually when it’s very real. So, whether you use an agile 
retrospective every two weeks or whether you, at the end of every, 
you know, major stage of work you actually have a really open and 
transparent, the question we use ourselves are all not just the, 
“What went well? What went badly?” We say, “What went well, and 
what could have been even better if…?” which is a really nice 
question to ask. Actually, my boss uses that a lot, so we always 
found it helpful, “It could’ve been even better if this happened,” and 
it kind of actually gets the effect differently. 
Reward and belonging CD …it’s interesting in terms of money, it’s one thing, one factor, and 
for some people it’s a major material factor. But I think, I believe 
that most people are actually, they want to do really meaningful, 
interesting work, they want to work with good people, but it, you 
know, they’re trusting some people, it’s really important to have 
flexible work arrangements. There are lots of other drivers… …for 
people, and money is certainly one, but there’s a different, if the 
people don’t, if people aren’t feeling that the organisation is valuing 
their contribution, well then, the dollars that they’re bringing in, it’s 
going to be quite hard to incentivise them to actually put something 
back in… 
Reward and belonging CD Did anyone look at how much does the internet, social networking 
for example, create new boundary, new environments for trust 
which make it completely different than anything we’ve been 
traditionally thinking of? So, people might be part of an online 
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Sub-Theme ID Quote 
community group that might actually create some kind of different 
type because you’ve got some other kind of shared interest that 
you did not know about. 
Formal documentation CD I think again the problem is that the plain English thing, to write 
really, doesn’t matter whether it’s English or anything else but to 
write it in a simple, a clear way is actually, takes a lot longer and is 
much harder than writing it in a wrong way. That takes practice. 
Informal networks KL Informally there is transfer of experience, but I really want to stress, 
how informal it is. You get to know people. They tell you about this 
project. They tell you about working with this company, and they 
tell you about working with this division. They tell you about 
working with this set of tools. They tell you about working with this 
methodology. You can learn all of those things. But my experience 
is, it’s much more like – by orders of magnitude, you’re much more 
likely to do that informally than formally, despite – usually there is 
bureaucracy of - education in a job, the administrative people 
thinking they are in charge of it. It just usually is a waste, whatever 
they’re doing. 
Informal networks KL But in terms of buying, you try to sap up as much from anybody on 
that scenario, anybody who has worked for that client before. And 
if, if there are people not on the project team, who have worked 
with the client before, usually they are very open to slipping down 
for an hour or whatever with the project team. You’re buying lunch 
or whatever they want or beer, so whatever they wanna have, and 
you’d just say: tell us about these guys. So, that works really well. 
Informal networks TL I find the best thing to do is to get obviously, people that have 
worked on those projects in the past. It is always good to get 
advice and feedback from them. And if you can get a well-rounded 
team, so if you have people that have been involved in the projects 
in the past, people that have been involved in different aspects of 
the project, that’s always the best place to start. 
Formal documentation TL I would say there is also a balance between the amount of 
information you document and what people read. So – like in the 
past we probably documented too much, and a lot of 
documentation isn’t read by anybody. So that is what we are 
focused on, and I guess we find out if we are not documenting 
enough, if there is people, who are asking information, and we 
don’t have it, and we can’t remember what it was. Then we’ll need 
to start documenting more. But I think the current balance, we’ve 
got at the moment seems to be working out fine. 
Informal networks JF I would probably quite happily go and ask, but that’s just because 
that’s the way I am. Even if I’m making a fool out of myself I don’t 
care as long as I’m getting the answer and it’s helping me more 
with the direction that I need to. But yes, a lot of people would be 
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hesitant. It depends on personality as well actually; I think 
personality plays a bit role as well because some people, for 
someone like me, I would express my opinion 
Formal documentation AJ I generally try to keep it fairly simple. I think that overcomplicating 
things just overcomplicates the process. I just think it’s less likely 
that I go back and revisit that. 
Informal networks ZB Whilst we were having three people together every week to look at 
that is a bit wasteful, it actually gives you a perspective on that PM 
that they are not able to get themselves, because the project 
managers are at different levels of experience. 
Informal networks MS It’s probably more the informal captures that are as important as 
well. So, there is a lot of decisions or discussions that actually 
happen on the e-mail or in meetings for instance. And then you sort 
of document the minutes of the meeting, and sometimes you do 
that in a formal document again and put that on the share drive or 
sometimes you actually just have it on e-mail. And then there is a 
lot of things that you just hold in your head as well, which is not not 
ideal! Not ideal! But I think that’s the reality of it. 
Informal networks KB It’s definitely that personal transfer of knowledge has been my 
saviour and saving grace in lots of areas where I might have been 
lacking in experience and so needed some additional support. 
5.2.5	Technology	facilitation	Throughout	the	cyclical	evaluation	of	the	textual-structural	descriptions	for	each	co-researcher,	 technology	emerged	as	one	possible	component	of	any	approach	 to	 manage	 the	 acquisition,	 storage	 and	 maintenance	 of	 project	experience.	All	co-researchers	agreed	that	the	use	of	technology	is	an	essential	ingredient	for	managing	project	experience.	Close	analysis	of	the	findings	relating	to	 technology	 facilitation	 revealed	 some	 interesting	 opportunities,	 but	 also	significant	 challenges,	 with	 regards	 to	 using	 technology	 for	 experience	management.	The	adoption	of	technology	for	experience	management	is	beyond	the	ability	of	an	individual,	and	instead,	it	is	typically	organisations	that	provide	technology	for	individuals	to	use.	None	of	the	co-researchers	presented	a	solution	that	was	dedicated	to	the	management	 of	 project	 experience,	 and	 therefore	 there	 was	 no	 criticism	 of	
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technology	in	this	context.	This	suggested	that	technology	facilitation	must	be	a	theme	in	its	own	right,	rather	than	being	a	sub-theme	of	organisational	enablers	or	 individual	 approaches.	 Every	 co-researcher’s	 organisation	 was,	 however,	using	technology	that	had	the	potential	to	assist	with	managing	some	aspects	of	project	experience	acquisition,	storage	and	maintenance.	This	 section	 explores	 how	 project	 management	 tools	 (section	 5.1.5.1),	database	software	(section	5.1.5.2),	social	media	tools	(section	5.1.5.3)	and	other	innovative	tools	(section	5.1.5.4)	might	help	facilitate	managing	the	acquisition,	storage	and	maintenance	of	project	experience.	
	
Figure	15:	Technology	facilitation	sub-theme	categories	
5.2.5.1	Project	management	tools	Information	 technology	 is	 an	 essential	 efficiency	 tool	 in	 today's	organisations	 and	 is	 required	 to	maintain	 a	 competitive	 position.	 For	 project	management,	there	are	a	number	of	traditional	project	management	tools	such	as	Microsoft	Project	or	JIRA	by	Atlassian	Software.	Co-researchers	stated	these	types	 of	 software	 packages	 were	 designed	 to	 assist	 with	 the	 management	 of	individual	 projects	 or	 programmes	 but	 did	 not	 support	 managing	 project	experience.	These	packages	were	seen	as	useful	to	plan	or	document	the	project	management	process,	but	co-researchers	believed	the	rigidity	of	these	packages	did	not	support	the	more	qualitative	aspects	of	managing	project	experience.	
Technology facilitation
Innovative tools
Project management tools
Social media
Database software
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5.2.5.2	Database	software	Some	of	the	co-researchers,	especially	those	working	in	consulting,	used	more	text-based	systems	including	databases	to	record	qualitative	information	about	 such	 aspects	 as	 project	 clients,	 specific	 approaches,	 and	 technologies.	These	systems	were	designed	to	be	available	across	the	whole	organisation,	even	internationally,	to	capture	any	information	relevant	to	the	whole	organisation.	The	co-researchers	stated	that	the	problem	with	this	sort	of	approach	was	that	 information	was	acquired	 in	an	unstructured	way	and	was	 reliant	on	 the	personal	 initiative	 of	 the	 individual	 that	 provides	 content	 for	 the	 system.	 The	provision,	volume	and	relevance	of	content	could	not	be	verified	and	was	often	produced	without	consideration	for	users’	external	to	the	project.	Also,	a	lot	of	the	co-researchers’	organisations	did	not	provide	sufficient	time	for	project	staff	to	populate	such	systems,	which	required	staff	to	work	outside	billable	hours	to	acquire	and	store	experience.	This	was	often	driven	by	technical	staff	with	the	desire	to	provide	information	about	certain	technologies.	Information	acquired	and	stored	by	such	a	big	database	system	rarely	facilitated	the	management	of	project	experience,	but	refers	to	more	detailed,	specific	technical	problems.	
5.2.5.3	Social	media	Some	 co-researchers	 intimated	 that	 social	 media	 was	 used	 at	 the	organisational	level,	but	proved	to	be	time-consuming	and	cumbersome	because	it	 requires	 ongoing	 maintenance	 and	 management	 to	 offer	 value	 at	 the	organisational	 level.	 Instead,	 co-researchers	 stated	 social	 media	 was	 only	effective	for	individual	use.	In	the	context	of	agile	project	management,	the	co-researchers	reported	the	use	of	wikis	to	document	the	“retrospectives”	at	the	end	of	each	sprint,	which	facilitated	meaningful	discussions	around	such	retrospectives.	The	use	of	wikis	were	collaborative	by	nature	and	provided	everybody	involved	in	a	project	with	the	opportunity	to	participate.	For	the	management	of	the	experience	during	a	live	project,	wikis	appear	to	be	a	useful	tool	at	first	sight,	but	for	third-party	users,	the	 unstructured	 environment	 for	 the	 acquisition	 and	 maintenance	 of	information	 on	 the	 wiki	 will	 provide	 little	 benefit	 to	 understand	 the	 project	
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experience	during	this	project.	
5.2.5.4	Innovative	tools	Co-researchers	 stated	 that	 categorised	hyperlinks	 to	 document	 specific	lessons	learned	appeared	to	be	a	useful	and	simple	technology	for	specialised	and	narrow	domains	where	projects	of	a	similar	nature	are	run	on	a	regular	basis.	Co-researchers	reported	that	these	tools	had	practical	benefits	and	had	prevented	project	 teams	 from	 falling	 into	 the	 same	 traps	 experienced	 by	 other	 project	teams.	 The	 benefits	 of	 this	 simple	 approach	 were	 accessibility	 and	 the	 clear	categorisation,	paired	with	ease	of	use.	The	key	to	the	success	of	this	simple	tool	(as	 part	 of	 facilitating	 managing	 the	 acquisition,	 storage	 and	maintenance	 of	experience)	is	constantly	updating	these	pages	to	maintain	such	a	repository.	At	 the	 more	 personal	 level,	 technology	 facilitation	 of	 managing	 the	acquisition,	storage	and	maintenance	of	experience	frequently	occurred	through	email.	The	co-researchers	stated	that	sorting	and	filing	email	had	the	potential	to	create	a	repository	of	experience.	The	use	of	email	did	not,	however,	facilitate	a	broader	management	 of	 experience,	 because	 the	 individual	 project	manager’s	email	archives	were	not	accessible	across	project	teams	or	the	organisation	on	the	whole.	 Such	archives	and	personal	 filing	systems	were	not	designed	 to	be	transparent	 and	 recognisable	 by	 others.	 Co-researchers	 also	 raised	 questions	around	 the	 efficiency	 of	 email	 for	 personal	 experience	 management,	 because	such	systems	might	not	provide	the	best	value	to	the	individual	who	set	it	up.	All	 co-researchers	 agreed	 that	 technology	 facilitation	 for	managing	 the	acquisition,	storage	and	maintenance	of	experience	must	be	intuitive	and	easy-to-use.	The	benefit	of	technology	facilitation	for	experience	management	should	be	immediately	apparent	to	project	staff.	Good	technology	should	be	intuitive	and	integrated	into	the	day-to-day	work	of	project	staff	so	that	the	technology	does	not	add	additional	work.	The	 technology	should	 streamline	existing	processes	and	 provides	 the	 means	 for	 acquiring,	 storing	 and	 maintaining	 project	experience.	None	of	the	technologies	used	by	the	co-researchers’ organisations,	however,	facilitated	managing	the	proper	acquisition,	storage	and	maintenance	project	 experience.	Most	 co-researchers	 felt	 text	 analytics	may	 be	 a	 desirable	
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future	technology	that	could	help	with	the	acquisition,	storage	and	maintenance	of	qualitative	information	associated	more	typically	with	IS	project	experience.		Table	 17	 summarises	 the	 key	 perspectives	 as	 uncovered	 by	 the	 co-researchers	 with	 regards	 to	 technology	 facilitation.	 The	 table	 exemplifies	 the	collective	lived	experience	of	the	project	managers	engaged	as	co-researchers.	
Table	17:	Sub-Themes	for	Technology	Facilitation	Theme	
Sub-Theme ID Quote 
Database software KL So, you had that as – is that a good news or bad news thing about 
having to join in Lotus database for knowledge management? I 
think it’s good news, but you could say it either way. 
Social media TL It’s open to the team. And usually it’s together with the team to 
actually document the retrospective findings, and we just store them 
on a Wiki for our future reference, and anyone can access it. 
Project management 
tools 
TL We’re using with the tool JIRA which is also from Atlassian, we are 
using that tool to document basically user stories, we are using 
them to remind us to have the conversations. So, we’re not 
documenting over details in the tool. We are keeping it high level 
just to remind us to have conversations once those user stories are 
prioritized. 
Database software JF …outside your billable hours which means once I reach home at 
6:30 I’m sitting on my laptop figuring out what went good, what went 
bad and ugly, and I go ahead and share that information, we form a 
group, community group kind of thing; all of this outside our normal 
work hours. But at the end of the day when you’ve reach your 
performance review, honestly, none of that is taken care of. I 
mean… …just consider it as, “Oh, actually you really contributed 
towards that.” For us, for technical people it’s not just about sharing 
these kind of experiences; it’s also about showing how we’ve 
improved our technical skills over a period of time, when it comes to 
our performance review. So, the pressure is double for a technical 
person, because it’s not just keeping yourself technically up to date 
and showing, “Okay, yes, I’ve really improved my value over the 
course of last one year,” but it’s also about adding all of these 
values which create value add to the organisation. 
Innovative tools AJ There are categorized hyperlinks to the specific lessons learned as 
well. So, you know if you were just interested in having a general 
review. Say there is a new serially upgraded system or something 
like that, you could actually go in and see previous upgrade projects 
for that system that we’d run, and we’d go through the lessons 
learned there getting a general indication of general gotchas that 
you need and how to look out for and that or maybe general 
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Sub-Theme ID Quote 
approaches to doing that sort of upgrade 
Social media AJ There is a good opportunity to use another Atlassian tool that we 
have to capture the knowledge. That’s a Wiki based tool, and there 
probably is a good opportunity there to capture knowledge within 
the Wiki for our cardinal organisational approaches that capture that 
information within the project work space, which is a share point 
application. 
Innovative tools ZB People start to build their own list of links and share those lists of 
links and start to use the links. The knowledge starts to share 
around the organisation a little bit that way. 
Innovative tools ZB Pages are updated every day. It’s consistently churning as new 
products are released and there is new practices coming and there 
is new work around to discover. 
Innovative tools MS My inboxes always are out of control. But there is a little bit of a 
filing system that I follow in my inbox which is – as I look after 
multiple product portfolios, there is a lot of stuff that comes at me. I 
am talking about one project and the other minute it’s a different 
project. So, I have got some folders for each of the products or 
sometimes by campaign as well. 
Social media MS So, to be able to utilize tools like yammer you need to actually 
dedicate a bit of time to it and be quite regular and acting on it, it’s 
kind of like the development of Facebook, right? So, you’re on, 
even if you’re not interacting all the time on Facebook, eventually 
you will log in a few times a day and just check what’s happening 
on your news feed. And it’s a little bit like that with yammer. 
Innovative tools MS It needs to just fit into your life style and it just needs to give you 
that feeling that how do you actually live without it, like this is I really 
needed this. 
5.2.6	Culture	All	 co-researchers	 agreed	 that	 managing	 the	 acquisition,	 storage	 and	maintenance	of	project	experience	were	influenced	by	other	issues	in	addition	to	organisational,	technological	or	individual	factors.	Culture	emerged	as	the	final	theme	of	significance	because	it	influences	the	way	people	behave	and	co-operate	within	 an	 organisation.	 Culture	 also	 influences	 the	 interaction	 of	 individuals	within	an	organisation	and	represents	the	effectiveness	of	the	interface	between	the	 organisation	 and	 its	 staff.	 The	 co-researchers	 believed	 culture	 had	 a	 clear	
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influence	on	the	organisational	inhibitors,	individual	challenges,	organisational	enablers,	individual	approaches	and	technology	facilitation.	As	a	result,	culture	plays	a	key	role	in	managing	the	acquisition,	storage	and	maintenance	of	project	experience	but,	as	with	all	the	themes	discussed	above,	culture	cannot	help	with	experience	management	in	isolation.	All	co-researchers	identified	instances	where	culture	had	a	direct	impact	on	the	management	of	experience	in	projects.	This	section	explores	this	impact	regarding	how	 the	 push	 and	 pull	 culture	 (section	 5.1.6.1),	 the	 success	 culture	(section	 5.1.6.2)	 and	 transparency	 (section	 5.1.6.3)	 affect	 managing	 the	acquisition,	storage	and	maintenance	of	project	experience.	
	
Figure	16:	Culture	sub-theme	categories	
5.2.6.1	Push	and	pull	culture	Some	 co-researchers	 described	 their	 organisations	 as	 having	 a	 push	culture.	This	push	culture	has	the	consequence	that	individuals	wait	for	direction	and	need	to	be	told	what	to	do.	Such	a	push	culture	means	that,	unless	there	is	a	formal	and	functioning	framework	that	facilitates	experience	management,	staff	will	not	participate	in	any	exercise	to	acquire,	store	and	maintain	experience	in	projects.	 One	 co-researcher	 has	 reported	 that	 their	 organisation	 is	 actively	engaged	in	trying	to	change	the	culture	to	a	pull	culture	to	ingrain	in	staff	to	ask	instead	of	waiting	to	be	told.		 	
Culture Success culture
Push and pull culture
Transparency
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5.2.6.2	Success	culture	Another	area	where	organisational	culture	directly	impacts	on	the	ability	to	acquire	project	experience	is	the	organisational	attitude	to	admitting	failure.	As	described	in	section	5.1.2.2	failure	is	a	key	type	of	experience	that	needs	to	be	acquired,	 stored	 and	maintained,	 and	 at	 the	 operational	 level	 the	 relationship	between	 experience	 and	 failure	 is	 usually	 understood	 and	 appreciated.	 This	appreciation	of	failure	does,	however,	diminish	quickly	depending	on	the	culture	of	 the	 organisation,	 because	 failure	 frequently	 does	 not	 "fit	 in	 the	 kind	 of	corporate	lexicon"	when	an	organisation	is	keen	to	portray	success	only.	To	further	exacerbate	this	issue,	some	co-researchers’	organisations	had	systems	to	log	possible	project	problems	but,	because	of	a	success	culture,	project	managers	were	often	not	given	the	time	to	provide	meaningful	information	on	the	reason	for	failures.	This	has	the	consequence	that	valuable	experience	is	not	recorded	 because	 of	 the	 organisation's	 attitude	 to	 failure	 and	 problems	 the	project	manager	is	not	provided	with	sufficient	time	to	do	this.	All	co-researchers	confirmed	their	organisations	had	a	cultural	aversion	to	mistakes	or	failure.	The	co-researchers	agreed	that	the	success	focus	had	to	change	 to	 a	 culture	 of	 leadership	 that	 accepted	mistakes	 and	 appreciated	 the	learning.	Such	leadership	support	would	not	only	manage	the	consequences	of	mistakes,	 but	 also	 facilitate	 a	 cultural	 shift	 towards	 learning	 from	 experience.	This	 change	 underpins	managing	 the	 acquisition,	 storage	 and	maintenance	 of	experience	 in	 IS	projects.	The	cultural	attitude	 focusing	on	success	 leads	to	an	environment	 where	 staff	 and	 contractors	 feel	 constant	 pressure	 to	 succeed.	There	 were	 no	 systems	 to	 provide	 meaningful	 feedback	 on	 failure	 so	 that	organisations	 and	 project	managers	 could	 acquire	 and	 store	 experience	 from	such	failure.	 In	 fact,	 if	a	 failure	occurred,	one	co-researcher	stated	there	was	a	good	 chance	 that	 contractors	 working	 on	 a	 project	 would	 never	 receive	 any	feedback	on	their	performance.		 	
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5.2.6.3	Transparency	Transparency	is	another	cultural	issue	that	co-researchers	felt	impact	on	the	ability	to	acquire	experience	in	projects.	Most	co-researchers	reported	that	their	 organisation’s	 reports	were	 private.	 In	 the	 tradition	 of	 good	 knowledge	management,	a	change	of	culture	from	private	to	transparent	documentation	(i.e.	public	by	default	and	private	 if	requested)	would	benefit	 the	organisation	and	help	manage	the	acquisition,	storage	and	maintenance	of	project	experience.	The	co-researchers	stated	this	lack	of	a	transparent	culture	had	negative	consequences	 for	 all	 levels	 of	 their	 organisations.	 For	 example,	 a	 post-implementation	review	would	frequently	be	conducted	at	the	operational	level	only.	Consequently,	senior	management	would	only	see	a	moderated	report	of	the	post-implementation	review.	This	culture	of	secrecy	and	lack	of	transparency	results	 in	 a	 lost	 opportunity	 regarding	managing	 the	 acquisition,	 storage	 and	maintenance	of	project	experience.	This	is	because	senior	management,	as	key	stakeholders,	would	have	a	detailed	understanding	of	the	project	experience	and	thus	 should	 be	 encouraged	 to	 participate	 in	 the	 acquisition,	 storage	 and	maintenance	 of	 this	 experience.	 A	 more	 open	 and	 involved	 culture	 would	emphasise	the	need	for	transparency	and	provide	an	important	endorsement	for	the	importance	of	project	experience	management.	Table	 18	 summarises	 the	 key	 perspectives	 as	 uncovered	 by	 the	 co-researchers	 with	 regards	 to	 culture.	 The	 table	 represents	 the	 collective	 lived	experience	of	the	project	managers	engaged	as	co-researchers.	
Table	18:	Sub-Themes	for	Culture	Theme	
Sub-Theme ID Quote 
Push and pull culture TM We’ve got a push culture rather than a pull culture for information. So, 
we have an expectation in our organisation of people coming tell us 
things. And the cultural change we are trying to drive through the 
organisation is, if you want to, go and ask for it, rather than expect it to 
be going to you. 
Attitude to failure TM What does it mean to do a project review? Not, what is it? What it 
means is to admit failure and to learn from mistakes, which in this 
middle office sounds a great thing to do, but in the context of a 
broader corporate, it doesn’t fit in the kind of corporate lexicon of why 
	 195	
Sub-Theme ID Quote 
is that to improve? 
Transparency TL It’s private unless you open it up to make it public, and I think we 
should turn it around, so it’s public unless you make a section private 
on purpose. The areas where I am working are always public to the 
division and the business people we are working with. But there is still 
a culture where people do keep things private for whatever reason. 
That’s the culture – I guess they aren’t seeing the benefit of other 
people in an organisational thing, what’s happening and vice versa. 
So that is something to improve upon. 
Attitude to failure JF …is to actually, with that kind of behaviour, so that people feel safe to 
actually express their opinions openly and they know that, “Okay, this 
is not going to be taken negatively against me. It’s more constructive 
feedback kind of thing.” 
Attitude to failure JF At the end of the day if the project goes bad no one even bothers to 
go back and actually think about it, what went wrong, what could we 
do to fix it? … We’ve got an internal system where you log in your 
experience; none of that happens because even the poor project 
manager is not given the time to actually go ahead and do that. 
Attitude to failure AJ What people need is a good method for parachuting mistakes, and 
actually giving the business more leadership of what’s being done. But 
the business really isn’t ready to adopt that change yet. We do it at 
very varying degrees of involvement. 
Transparency MS in terms of the coalition of the post implementation review and the 
sharing of the results, it’s probably the four working groups. So, if you 
look with your eyes at the business I’m probably middle management 
not senior. But so, I wouldn’t necessarily involve the senior 
management in terms of providing inputs. But they would be a key 
stakeholder in terms of sharing that back, sharing the learning back in 
a form or whatever that might be. So, they don’t really play an active 
role in the process. 
Transparency KB And I’ve been involved in one… …experience where, which they 
engaged the contractor again in, who, really poor performance on 
another project, but that, we had a, sort of a structured conversation 
with their director, with their firm, but not actually with the consultants 
who’d worked on that project. So, I don’t know that they ever even got 
the feedback from us about their performance. 
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5.3 Discussion	My	 reflection	 on	 the	 lived	 experiences	 of	 my	 co-researchers	 led	 to	identifying	 six	 essential	 themes:	 individual	 challenges,	 individual	 approaches,	organisational	 inhibitors,	 organisational	 enablers,	 technology	 facilitation	 and	culture.	Each	essential	theme	emerged	from	the	hermeneutic	phenomenological	process	and	was	refined	and	presented	in	more	detail	through	a	number	of	sub-themes.	The	exploration	of	these	themes	and	sub-themes	suggests	relationships	exist	 between	 these	 themes.	 Figure	 17	 presents	 the	 resulting	 conceptual	framework,	 which	 took	 the	 form	 of	 a	 composite	 description	 of	 the	 essential	themes	and	sub-themes	that	represent	the	lived	experience	of	the	co-researchers.
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	Figure	17:	Invariant	themes	for	project	experience	
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5.4 Summary	The	 emerging	 conceptual	 framework	 presented	 in	 Figure	 17	 emerged	from	 the	 hermeneutic	 phenomenological	 approach	 I	 used	 to	 study	 the	 co-researchers’	lived	experience	as	represented	through	the	transcripts	of	the	focus	group	and	interviews.	Prior	 to	 the	 research	 reported	 in	 this	 thesis,	 there	 was	 no	 conceptual	framework	 reported	 in	 the	 extant	 literature	 explaining	 project	 manager	perceptions	of	the	benefits	of,	and	management	environment	needed	to,	acquire,	store	and	maintain	experience	from	an	IS	project.	Concepts	from	the	literature	on	knowledge	management	and	organisational	learning	appeared	to	be	relevant	but	had	not	been	explored	in	the	context	of	project	experience	management.	Further,	this	study	aimed	to	expand	upon	the	outer	shell	of	Bergmann’s	model	(see	section	2.3.2	which	did	not	conceptualise	the	benefit	of	and	management	environment	for	 the	acquisition,	storage	and	maintenance	of	experience.	Bergmann’s	model	assumes	 that	 experience	 is	 already	 acquired,	 stored	 and	 maintainable,	 and	instead	focuses	on	how	such	experience	can	be	accessed	for	problem	solving.	The	literature	 on	 project	 management	 offered	 possible	 themes	 (see	 Figure	 5)	applicable	 to	 the	 management	 environment	 for	 the	 acquisition,	 storage	 and	maintenance	 of	 experience,	 and	 this	 thesis	 appears	 to	 be	 the	 first	 attempt	 to	consolidate	these	themes	into	a	preliminary	framework	based	on	the	literature.	The	 emergent	 conceptual	 framework	 in	 Figure	 17	 above,	 by	 contrast,	provides	in-depth	 insight	 into	the	themes	and	sub-themes	that	are	relevant	or	significant	in	the	context	of	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	The	framework	shows	the	complexity	of	experience	management	in	a	project	management	context,	and	that	it	is	only	possible	when	all	 the	 interconnected	 themes	 are	 aligned.	 The	 identification	 of	 these	interconnected	 themes	 and	 sub-themes	 constitutes	 an	 important	 finding	 and	contribution,	 especially	 given	 the	 lack	 of	 research	 and	 theorising	 relating	 to	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.		 	
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Chapter	6	will	contrast	the	empirical	themes	(and	associated	framework	in	 Figure	 17)	 with	 the	 concepts	 from	 literature	 (summarised	 in	 an	 earlier	framework	 in	Figure	5),	and	explicate	the	 imaginative	variation	to	understand	the	interrelationships	of	these	themes	further.	This	forms	part	of	the	hermeneutic	phenomenological	 approach,	 which	 aims	 to	 develop	 a	 new,	 deeper	understanding	how	project	managers	perceive	the	benefits	of,	and	management	environment	 needed	 to,	 acquire,	 store	 and	 maintain	 experience	 from	 an	 IS	project.		
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Chapter 6 
Chapter	6 –	Imaginative	Variation	and	synthesis	
“Experience is a good school, but the fees are high.”  
(Heine 1876) 	
6.1 Introduction	As	 established	 in	 Chapter	 2,	 experience	 management	 in	 project	management	is	an	area	that	has	not	been	given	much	prominence	in	the	literature	(Dorn	2016;	Wasielewski	2010).	One	possible	reason	could	originate	 from	the	definition	 of	 a	 project	 as	 being	 unique	 by	 nature	 and,	 as	 a	 consequence,	 the	conceptual	idea	of	managing	experience	is	not	given	much	prominence	because	uniqueness	does	not	imply	experience	applies	across	projects	(Bruijn	et	al.	2010).		The	lived	experience	of	the	IS	project	managers,	who	participated	in	this	project	 as	 co-researchers,	 have	 demonstrated	 and	 confirmed	 the	 relevance	 of	experience	 management	 in	 their	 organisations.	 This	 is	 consistent	 with	 the	literature	in	Chapter	2,	which	shows	that	managing	experience	in	organisations	more	 generally	 (i.e.	 beyond	 the	 context	 of	 projects)	 is	 a	 problem	 of	 some	significance,	and	presents	several	tools	and	techniques	to	assist	with	managing	experience.	Chapter	2	also	indicated	that	this	work	has	largely	not	been	applied	to	 the	 context	 of	 managing	 the	 acquisition,	 storage	 and	 maintenance	 of	experience	in	projects	generally	and	IS	projects	in	particular.	This	research	found	that	co-researchers	believed	experience	management	is	beneficial	 to	 them	and	 their	organisations,	and	 is	 an	essential	 ingredient	 to	achieving	excellence	in	project	management.	This	research	identified	aspects	of	the	management	environment	affecting	the	acquisition,	storage	and	maintenance	of	 experience	 in	 IS	 projects	 (Chapter	 5):	 organisational	 inhibitors,	 individual	
challenges,	individual	approaches,	technical	facilitation	and	culture.	These	themes	emerged	 from	 the	 analysis	 and	 became	 the	 main	 elements	 of	 my	 evolving	
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conceptual	framework	which	was	presented	in	Figure	17.	The	 purpose	 of	 this	 chapter	 is	 the	 continuous	 engagement	 with	 these	findings	 to	refine	 the	 conceptual	 framework	 in	Figure	17	 so	 that	 it	 reflects	an	understanding	of	the	six	major	themes.	These	themes	are	elements	of	experience,	and	 the	 framework	 needs	 to	 crystallise	 their	 relationship	 to	 the	 project	manager’s	perceptions	of	the	management	environment	needed	to	facilitate	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	Therefore,	this	chapter	presents	the	imaginary	variation	of	the	phenomena	under	investigation	and	provides	further	reflection	on	the	importance	of	project	experience	and	the	role	of	the	project	manager	in	the	context	of	managing	IS	project	experience.	The	 following	 sections	 show	 the	 process	 of	 imaginative	 variation	 to	explicate	the	emergent	themes	and	articulate	the	meanings	that	relate	to	the	co-researchers’	experiences.	The	goal	of	this	section	is	to	compare	and	confront	the	views	of	the	co-researchers,	test	their	agreement	and	disagreement	against	the	extant	literature,	and	to	arrive	at	a	cohesive	conceptual	framework.	Figure	17	is	the	 refined	 version	 of	 Figure	 5.	 The	 literature-derived	 concepts	 in	 Figure	 5	informed	 the	data	 collection,	 and	 the	analysis	of	 this	data	 resulted	 in	 the	next	iteration	 of	 the	 framework	 in	 Figure	 17.	This	 framework	 is	 intended	 to	make	sense	of	aspects	of	 the	management	environment	organisations	need	consider	when	 determining	 any	 solutions	 to	 manage	 the	 acquisition,	 storage	 and	maintenance	of	 experience	 in	 IS	projects,	 at	 least	based	on	 the	perceptions	of	project	 managers.	 In	 the	 next	 sections,	 italicised	 phrases	 will	 be	 used	 when	referring	to	the	major	themes	(elements)	and	their	sub-themes	(sub-elements)	from	Figure	17.	
6.2 Experience	management	for	project	management	is	relevant,	
challenging	and	unresolved	Section	 2.2.3	 established	 that	 the	 literature	 on	 project	 management	provides	 very	 little	 insight	 into	 managing	 the	 acquisition,	 storage	 and	maintenance	 of	 experience	 in	 projects,	 including	 IS	 projects.	 The	 literature	reports	on	various	tools	and	methods	which	aim	to	capture	some	aspects	of	(IS)	project	experience,	but	the	review	of	the	limited	literature	in	this	area	suggests	
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they	have	limitations.	More	significantly,	it	was	revealed	in	section	2.4	that	the	IS	and	 project	 management	 literature	 offers	 little	 insight	 into	 the	 broader	management	 issues	and	circumstances	needed	so	 these	 tools/methods	 can	be	used	by	project	managers	and	other	stakeholders	with	greater	success	to	acquire,	store	and	maintain	experience	in	IS	projects.	For	this	reason,	there	was	little	IS	and	project	management	literature	to	which	the	findings	of	this	study	could	be	compared,	 although	 such	 comparisons	 are	 included	 throughout	 where	applicable.	As	 a	 result,	 I	 turned	 to	 the	 more	 general	 literature	 on	 experience	management.	In	particular,	I	found	Bergmann’s	(2002)	experience	management	model	 to	 be	 the	most	 applicable	 for	 this	 study	 (see	 section	 2.3.2).	 Despite	 its	relevance,	 this	 model	 (and	 the	 few	 other	 experience	 management	 models)	assumes	 an	 experience	 base	 (or	 experience	memory)	 already	 exists,	 and	 that	such	experience	memory	can	support	problem	solving	by	people	drawing	on	this	memory	and	applying	it	to	new	scenarios	in	a	set	domain.	Indeed,	it	was	noted	in	section	2.3.2	that	the	acquisition,	storage	and	maintenance	of	experience	memory	was	depicted	 in	the	outer	shell	of	Bergmann’s	model,	with	the	 inner	shell	and	kernel	 focusing	 on	 the	 processes	 of	 reusing	 experience	 memory.	 Experience	memory	 comprises	 reusable	 knowledge	 about	 experience,	 and	 a	 common	vocabulary	associated	with	the	experience	domain.	Conceptually,	therefore,	the	small	number	of	experience	management	models,	including	Bergmann’s,	assume	that	issues	surrounding	the	formation	of	experience	memory	(that	is,	managing	the	acquisition,	storage	and	ongoing	maintenance	of	experience	memory)	have	been	solved	or	are	unproblematic.	The	existing	models	of	experience	management,	such	as	Bergmann’s,	have	been	applied	to	a	number	of	different	domains	such	as	transaction	processing,	helpdesk	support,	etc.	However,	the	nature	of	project	management	means	it	was	difficult	 to	 apply	 these	 models.	 The	 findings	 presented	 in	 chapters	 4	 and	 5	demonstrate	that	managing	the	acquisition,	storage	and	maintenance	of	project	experience	is	far	from	trivial,	because	it	requires	an	ongoing	process	that	fully	reflects	the	dynamic	nature	of	project	management.	As	explained	in	section	2.3.2,	a	theoretical	contribution	of	this	thesis,	therefore,	is	to	extend	Bergmann’s	model	
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(i.e.	to	the	outer	shell)	by	developing	a	conceptual	framework	to	make	sense	of	aspects	 of	 the	 project	 environment	 to	 be	managed	 effectively	 to	 facilitate	 the	creation	(acquisition,	storage)	and	ongoing	maintenance	of	experience	memory.	There	are	number	of	reasons	why	conventional	experience	management	models,	including	Bergmann’s,	cannot	easily	be	applied	to	project	management.	Based	on	the	 lived	experience	of	 the	co-researchers	 in	 this	study	(e.g.	sections	5.1.1.2	 and	 5.1.2.1,	 the	 project	 domain	 is	 too	 dynamic	 and	 would	 therefore	require	 frequent,	 if	not	continuous,	acquisition	and	maintenance	of	experience	memory.	Existing	experience	management	models	are	usually	applied	to	process-driven	environments	where	a	standardised,	refined	process	can	be	executed	on	a	 regular	 basis	 for	 reoccurring	 scenarios,	 whereby	 this	 process	 will	 result	 in	similar	or	identical	outcomes.	Project	management,	by	contrast,	tends	to	follow	a	high-level	 project	 management	 process	 (methodology)	 to	 assist	 with	 the	challenge	 of	 managing	 the	 project,	 but	 for	 each	 project	 instance	 there	 is	 no	predefined	 process	 that	 will	 assure	 a	 specific	 project	 outcome.	 Project	management	requires	an	ongoing	update	to	reuse-related	knowledge,	as	well	as	ongoing	management	of	the	acquisition,	storage	and	maintenance	of	experience.	Individual	 projects	 can	 be	 very	 different,	 if	 not	 unique,	 and	 usually	 comprise	many	interrelated,	distinctive	sub-processes	than	cannot	easily	be	standardised.	Process-driven	environments	 in	which	 conventional	 approaches	 to	experience	management	 are	 applied,	 by	 contrast,	 typically	 do	 not	 have	 such	 significant	ongoing	changes	to	experience	memory	compared	to	project	management.		The	 reason	 for	 this	ongoing	 requirement	 lays	 in	 the	dynamic	nature	of	project	 management,	 which	 leads	 to	 inefficiencies	 with	 the	 application	 of	experience	to	solve	problems.	This	continued	requirement	to	acquire,	store	and	maintain	 new	 experience	 means	 that	 managing	 experience	 memory	 in	 (IS)	projects	 is	 especially	 challenging.	 The	 thesis	 findings	 suggest	 that	 the	 six	elements	(or	major	themes)	that	affected	managing	the	acquisition,	storage	and	maintenance	of	project	experience	must	be	aligned	to	facilitate	successful	project	experience	management.	The	established	elements	and	their	relationships	have	a	clear	impact	on	the	management	of	experience	in	IS	projects	(see	section	5.2).	 	
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Experience	in	IS	projects	is	spread	widely	across	many,	often	time	poor,	individuals	who	are	involved	in	each	project.	This	is	quite	different	to	contexts	where	experience	management	models	are	applied	(e.g.	transaction	processing	and	 helpdesk	 support)	 where	 a	 client	 is	 typically	 assisted	 by	 one	 or	 a	 small	number	of	people.	In	IS	projects,	this	study	revealed	(see	section	5.1.1.2)	that	an	
organisational	 inhibitor	 is	 often	 the	 large	 number	 of	 individuals	 (or	 project	
resources)	who	are	brought	 in	 to	make	critical	contributions.	The	outcomes	of	their	contribution	(e.g.	documentation,	the	IS	implementation)	are	recorded	as	a	necessary	step	on	the	pathway	to	project	success.	However,	the	findings	revealed	that	 the	 work,	 solutions	 and	 potential	 challenges	 associated	 with	 each	individual’s	contributions	are	not	necessarily	recorded.	Contributions	in	contexts	where	experience	management	models	are	applied	(e.g.	transaction	processing)	are	more	easily	recorded	by	comparison	because	of	the	more	standardised	and	often	 redundant	 nature	 of	 such	 experiences	with	 only	 an	 infrequent	 need	 for	maintenance.	 These	 findings	 suggest	 that	 the	 dynamic	 nature	 of	 project	management	(where	projects	are	unique,	constrained	by	time	and	budgets,	with	a	 clearly	 defined	 start	 and	 end)	would	 require	 a	 continuous	 approach	 to	 the	experience	acquisition,	storage	and	maintenance	cycle	(i.e.	during	each	step	of	a	project)	so	that	all	IS	project	team	members	can	contribute	to	an	ever-increasing	experience	memory.	This	contrasts	with	the	(IS)	project	management	literature,	which	 focuses	 on	 the	 close-out	 stage	 as	 the	 main	 time	 project	 experience	 is	acquired,	stored	and	maintained	(see	section	2.4.1).	Another	organisational	 inhibitor	making	continuous	acquisition,	storage	and	maintenance	of	 experience	 in	 IS	projects	difficult	was	 the	 timing	paradox.	This	 is	 because	 organisations	 did	 not	 provide	 the	 support,	 budget,	 time	 or	technology	to	allow	continuous	capturing	of	experience	by	each	team	member.	A	further	problem	exacerbating	the	timing	paradox	was	that	critical	contributions	might	be	performed	by	a	specialist	who	does	not	remain	part	of	the	team	when	the	project	ends,	or	is	only	involved	for	a	short	period	during	the	project.	This	means	a	specialist	may	not	record	the	nature	of	their	contributions	and	problems	encountered,	 especially	 if	 such	 recording	 is	 left	until	 after	project	 completion.	Contexts	such	as	helpdesk	support,	where	experience	management	models	have	
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been	used,	are	different	because	the	details	they	need	to	record	are	somewhat	standardised	and	simple,	such	as	actions	tried	or	next	steps	initiated.	This	research,	through	the	lived	experience	of	the	co-researchers,	shows	that	organisational	 inhibitors	 and	 individual	 challenges	make	 it	 difficult	 (if	 not	impossible)	to	apply	extant	experience	management	models	successfully	to	the	project	management	context.	The	findings	suggest	this	is	because	of	the	unique	nature	 of	 projects	 and	 the	 complexity	 involved	 in	 managing	 the	 acquisition,	storage	and	maintenance	of	IS	project	memory	(see	section	5.1.2.3).	This	research	revealed	most	co-researchers	believed	their	organisations	had	 a	 desire	 to	 capture	 project	 experience,	 which	 led	 to	 the	 identification	 of	
organisational	enablers.	An	example	organisational	enabler	was	a	process	around	the	end	of	an	activity	such	as	a	project	review	(e.g.	post-implementation	review),	which	 were	 consistent	 with	 those	 identified	 in	 the	 literature	 on	 (IS)	 project	management	(see	section	2.4.1).	But	co-researchers	felt	this	process	was	not	able	to	capture	project	experience.	and	usually	had	a	strong	client	focus	(see	section	5.1.3.1).	 Similar	 to	 the	 literature	 (see	 section	2.4)	 some	of	 the	 co-researchers’	organisations	had	achieved	certain	levels	of	project	management	maturity,	but	these	 efforts	were	 not	 experience-focused	 and	 instead	 related	 to	 refining	 and	describing	project	management	methodologies	across	the	whole	organisation.	The	concept	of	best	practice	libraries	from	the	PMBoK,	as	revealed	in	the	(IS)	project	management	literature	(see	section	2.4.1),	is	the	closest	any	project	management	methodology	comes	to	managing	experience.	However,	the	findings	of	this	study	suggest	best	practice	libraries	are	not	specific	to	project	contexts,	but	 relate	 more	 to	 generic	 procedural	 or	 process-based	 best	 practices.	 This	suggests	 effective	 project	 methodologies	 aiming	 to	 manage	 the	 acquisition,	storage	and	maintenance	must	also	capture	project-specific	details	in	which	the	project	 experience	 is	 embedded.	 This	 could	 help	 turn	 a	 key	 inhibitor,	 the	
individual	challenges	resulting	from	a	lack	of	methodology	(see	section	5.1.2.3),	into	an	enabler	of	experience	management	in	the	context	of	IS	projects.			 	
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Overall,	 this	 research	 has	 demonstrated	 the	 complexity	 of	 project	experience	management,	as	well	as	established	that	experience	management	in	projects	requires	a	different	approach	to	extant	experience	management	models,	both	in	academia	as	well	as	in	practice.	An	effective	management	environment	to	needed	 to	 acquire,	 store	 and	maintain	 experience	 in	 IS	 projects,	 based	on	 the	perceptions	 of	 project	 managers,	 depends	 on	 aligning	 all	 six	 elements	 of	experience	 management	 presented	 in	 chapter	 5,	 tailored	 specifically	 to	 each	individual	project	context.	
6.3 The	project	manager	as	the	gatekeeper	to	project	experience	
management	The	 IS	 and	 project	 management	 literature	 has	 not	 explored	 the	perceptions	 of	 project	 managers,	 nor	 their	 role	 in,	 managing	 the	 acquisition,	storage	and	maintenance	of	experience	in	(IS)	projects.	Nonetheless,	I	explained	in	section	2.2.1	that	project	managers	were	likely	to	be	central	because	all	project	matters	 are	 channelled	 through	 the	 project	 manager,	 and	 because	 they	 are	recognised	in	the	project	management	literature	as	having	a	critical	role	in	the	success	 of	 projects.	 The	 project	 manager	 is	 the	 common	 link	 between	 the	experience	 of	 all	 team	members	 and	 the	 organisation.	 For	 a	 project	manager,	their	experience	has	the	potential	 to	 further	advance	the	organisation	and	the	reputation	of	the	project	manager,	which	further	highlights	their	significant	role.	For	 this	 reason,	 this	 study	 explored	 the	 lived	 experience	 of	 project	managers,	 as	 co-researchers,	 relating	 to	 challenges	 they	 faced	 regarding	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	The	 co-researchers	 confirmed	 they	 aspired	 to	 achieve	 improvements	 in	managing	 the	 acquisition,	 storage	 and	 maintenance	 of	 project	 experience,	because	they	perceived	this	as	an	important	element	of	their	development	and	growth	 as	 project	 managers.	 They	 revealed,	 however,	 the	 initial	 assumption	based	 on	 the	 literature	 (see	 section	 2.4)	 that	 organisations	 provide	 a	management	 environment	 for	 acquiring,	 storing	 and	 maintaining	 project	experience	 (as	 implied	 by	 the	 number	 of	 tools/methods	 available)	 was	 not	supported	by	our	research.		
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The	 literature	 does	 not	 explicitly	 refer	 to	 the	 importance	 of	 project	managers	for	experience	management.	Nonetheless,	it	is	not	surprising	that	the	co-researchers,	as	project	managers,	believed	they	played	an	important	role	in	project	 experience	 management.	 As	 presented	 in	 section	 5.1.4.1	 project	managers’	individual	approaches	to	managing	project	experience	make	them	the	key	 communication	 interface	 that	 builds	 trust	 (section	 5.1.4.1)	 with	 a	 large	number	 and	 variety	 of	 stakeholders,	 and	 therefore	 identify,	 filter	 and	 classify	relevant	project	experience	relating	to	these	stakeholders.	The	findings	revealed	that	individuals	in	project	management	often	only	contribute	a	small	proportion	or	single	activity	to	the	overall	project,	and	therefore	it	was	often	difficult	(if	not	impossible)	 for	 project	 managers	 to	 manage	 the	 acquisition,	 storage	 and	maintenance	of	experience.	This	was	because	such	experience	only	makes	sense	when	contextualised	in	the	bigger	context	of	the	overall	project,	which	requires	the	project	manager	to	keep	formal	documentation	(section	5.1.4.4).	It	is	evident	from	 these	 findings	 that	 the	 sum	 of	 individual	 experiences	 and	 project	management	does	not	equal	the	overall	project	experience	for	a	given	project.	One	 dominant	 topic	 for	 the	 management	 of	 experience	 was	 the	 ever-changing	composition	of	the	project	team	in	IS	projects.	In	the	absence	of	stable	and	 persistent	 project	 teams,	 the	 project	 manager	 plays	 the	 vital	 part	 in	 the	continuity	among	projects.	The	project	management	 literature	 recognises	 that	the	 role	 of	 the	 project	 manager	 is	 to	 plan,	 resource	 and	 control	 the	 project	(Kerzner	 2017).	 This	 was	 confirmed	 in	 this	 study	 (section	 5.1.1.1).	 But	 the	literature	 does	 not	 explore	 the	 implications	 of	 this	 for	 project	 experience	management.	 This	 study	 found	 the	 project	 manager	 is	 expected	 to	 manage	project	memory,	and	manage	acquisition,	storage	and	maintenance	of	experience	from	 other	 project	 stakeholders.	 But	 it	 was	 also	 found	 there	 was	 a	 lack	 of	
methodology	to	do	so,	as	already	discussed	in	section	6.1.		The	literature	suggests	that	experience	management	occurs	when	actors	(project	managers)	gather	experience	from	each	event	(project)	to	draw	on	these	experiences.	Bergmann	(2004)	states	that	experience	is	gained	by	an	actor	in	the	context	of	a	specific	problem.	Actors	are	individuals	with	active	involvement	in	an	 event	 or	 activity,	 and	 experience	 is	 derived	 from	 the	 accumulation	 of	
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knowledge	or	skills	by	such	actors.	The	project	manager,	as	the	project	controller,	is	the	key	actor	who	accumulates	knowledge	and	skills	about	the	project.	In	an	ideal	 world,	 the	 project	 manager	 imbibes	 such	 experience	 of	 each	 individual	stakeholder	of	the	project.	Through	such	an	iterative	process,	a	project	manager	acquires	 relevant	 experience	 from	 their	 projects	 and	 stores	 this	 experience	knowledge	 in	 their	minds	 and,	 potentially,	 in	 some	 kind	 of	written	 form	 (e.g.	
formal	documentation).	The	same	approach	could	apply	in	Scrum	or	Agile	Project	Management	methodology,	where	the	Scrum	Master	or	Project	Owner	iteratively	learns	from	each	sprint	(Highsmith	2009)	and	could	acquire,	store	and	maintain	this	experience	during	an	IS	project.	The	 collective	 lived	experience	of	 the	 co-researchers	has	 revealed	 that,	contrary	to	this	theoretical	ideal,	the	reality	is	that	project	management	presents	some	significant	organisational	inhibitors	and	individual	challenges	with	regard	to	 the	 management	 of	 experience	 (see	 sections	 5.1.1and	 5.1.2	 respectively),	which	will	be	examined	more	closely	next.	One	 reason	 why	 this	 is	 more	 challenging	 than	 acknowledged	 in	 the	literature	 is	 that	 managing	 the	 acquisition,	 storage	 and	 maintenance	 of	experience	in	IS	projects	has	surfaced	as	a	complex	due	to	the	mix	of	experiences	of	many	individuals.	Disterer	(2002)	proposes	to	verbalise	or	transform	it	in	a	way	that	makes	this	experience	knowledge	independent	of	the	person	involved.	This	research,	however,	has	identified	organisational	inhibitors	(e.g.	the	size	of	the	
organisation)	that	suggest	different	individuals	can	perceive	project	experience	differently.	This	reaffirms	the	literature	on	organisational	learning	(see	section	2.3.4.2)	which	shows	an	 individual’s	understanding	can	alter	when	they	 join	a	team	or	alter	even	within	the	context	of	each	composition	of	a	 team	(Hedberg	1979).	The	 literature	 states	 that	 organisations	 can	 only	 learn	 through	 their	members,	but	organisations	are	not	dependent	on	a	specific	member	and	that	individuals	are	agents	for	organisational	learning	(Argyris	1999;	Fiol	and	Lyles	1985;	Kim	1998).	Our	research	confirms	this	organisational	learning	literature	in	the	project	 context.	 Further,	 it	was	 found	 that	 the	experience	of	 a	 team	or	an	
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organisation	is	not	the	same	as	the	sum	of	each	individual's	experience,	as	posited	by	(Kim	1998).	There	is	no	question	that	individuals	acquire	experience	as	they	perform	their	responsibilities	or	contribute	to	project	outcomes.	The	 findings	of	 this	 study	 suggest;	however,	 it	 is	difficult	 (and	perhaps	impossible)	 to	capture	 fully	such	a	holistic	representation	of	collective	project	experience.	 This	 is	 because	 many	 of	 these	 experiences	 of	 individuals	 are	 not	necessarily	useful	in	isolation	and	require	the	project	manager	to	contextualise	the	 experiences	 in	 each	 project.	 But	 the	 project	manager	would	 be	 unable	 to	acquire	all	experience	across	all	activities	and	individuals	within	each	project	due	to	the	lack	of	a	methodology	to	do	so,	the	relationship	with	technology	to	assist	with	such	a	process,	and	the	lack	of	access	and	openness	among	team	members	to	make	their	experience	available	(see	section	5.1.2.1).	The	project	manager,	as	the	central	actor	for	the	acquisition	of	experience,	should	be	in	a	position	to	record	any	significant	experiences	during	a	project.	This	requires	the	project	manager	to	have	 frequent	 interactions	 with	 team	 members	 so	 the	 project	 manager	 can	absorb,	fully	appreciate,	and	acquire	the	experience	of	individual	members	and	the	team	as	a	whole	(see	section	5.1.1.2).	This	compels	a	project	manager	to	foster	a	culture	of	transparency	(section	5.1.6.3)	including	permitting	discussion	about	failure	to	promote	the	formation	of	new	experience	knowledge,	and	to	enable	an	objective	assessment	of	this	experience.	This	will	assist	with	acquiring	the	most	holistic	 and	 representative	 project	 experience.	 Project	managers	 in	 this	 study	experienced	difficulty	with	creating	such	an	environment,	however,	due	to	the	
success	 culture	 formed	 by	 an	 individual	 challenge	 characterised	 as	 a	 focus	 on	
success	(section	5.1.2.2).	More	specifically,	project	managers	were	not	motivated	to	 acquire	 all	 types	of	 experience	 during	 a	 project.	 This	 is	 because	 they	were	primarily	 interested	 in	 project	 success,	 and	 less	 interested	 in	 the	 acquiring	expertise	 related	 to	 technically	 outcomes	 that	 would	 usually	 not	 rest	 in	 the	project	manager’s	direct	line	of	responsibility.	The	 literature	 on	 project	management	 talks	 about	 lessons	 learned	 and	best	 practice,	 but	 it	 does	 not	 emphasise	 the	 importance	 of	 experience	management,	 especially	 from	 the	 perspective	 of	 project	 managers.	 All	 co-researchers	agreed	that	the	acquisition,	storage	and	maintenance	of	experience	
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for	the	project	manager	is	an	important	aspect	of	building	a	career,	and	offered	insights	into	individual	approaches	that	could	help	with	this	(section	5.1.4).	The	co-researchers	 said	 the	preferred	approach	was	personalisation	with	 informal	
networks	with	 reward	and	 a	 sense	 of	belonging,	 rather	 than	 codification.	 This	approach	 thus	 emphasised	 IS	 project	 experience	 is	 acquired,	 stored	 and	maintained	 in	 the	 minds	 of	 project	 managers,	 and	 then	 becomes	 part	 of	 the	collective	project	memory	in	the	organisation.	Project	 managers	 in	 this	 study	 focused	 on	 developing	 their	 own	approaches	to	manage	their	own	personal	experience,	rather	than	seeing	project	experience	 as	 an	 organisational	 asset.	 This	 was	 in	 part	 because	 collective	experience	 memory	 often	 extended	 beyond	 organisational	 boundaries,	 with	project	managers	from	competing	organisations	and	similar	domains	frequently	building	experience	knowledge	(or	acquiring	experience)	using	a	personalisation	approach.	 Project	 managers	 focused	 their	 experience	 management	 very	narrowly	around	a	specific	type	of	project	in	a	specific	industry.	The	focus	was	rarely	 to	 acquire,	 store	 and	 maintain	 project	 experience	 to	 advance	 an	organisation	as	a	whole,	but	to	maximise	their	own	ability	to	successfully	manage	a	string	of	projects	in	their	domain	(see	section	5.1.4.4).	These	findings	contribute	to	 knowledge	 by	 highlighting	 that	 a	 range	 of	 organisational	 inhibitors	 and	
individual	 challenges	 mean	 that	 the	 current	 focus	 in	 the	 IS	 and	 project	management	literature	on	lessons	learned	must	take	into	account	these	broader	issues	before	 lessons	 learned	 tools/methods	will	 contribute	 to	a	management	environment	 the	 acquisition,	 storage	 and	 maintenance	 of	 experience	 in	 IS	projects.	
6.4 Experience	management	‘in	spite’	of	organisations	efforts	The	literature	emphasised	the	importance	of	organisational	learning	and	acknowledges	 organisations	 must	 establish	 a	 favourable	 management	environment	for	organisational	learning	to	occur	(Argyris	1999).	Organisations	can	only	learn	through	their	members,	but	organisations	are	not	dependent	on	a	specific	member	 (Argyris	 1999;	Kim	1998).	 Kim	 (1998)	 states	 that	 individual	knowledge	elevates	to	organisational	knowledge	via	social	 interaction	and	our	
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findings	 confirm	 that	 organisational	 learning	 is	 more	 than	 just	 the	 sum	 of	individual	 experience.	 The	 literature	 presents	 a	 number	 of	 different	organisational	learning	models	but	does	not	present	a	model	of	the	management	environment	 to	 facilitate	 the	 social	 interactions	 needed	 to	 acquire,	 store	 and	maintain	project	experience.	That	is,	the	models	offer	concepts	for	making	sense	of	the	individual	and	group	dynamics	associated	with	organisational	learning,	but	not	the	management	environment	to	facilitate	such	learning,	especially	in	an	(IS)	project	 context.	 Therefore,	 the	 role	 of	 the	 organisation	 has	 emerged	 as	 a	particularly	 complex	piece	 in	 the	project	 experience	management	 jigsaw.	This	section	will	 therefore	explain	the	reasons	 for	 the	tensions	between	 individual-level	 experience	 management	 by	 project	 managers,	 and	 the	 organisational	context	 leading	 to	 such	 experience	 not	 being	 assimilated	 into	 organisational	memory.		The	 lived	 experience	 of	 co-researchers	 suggests	 that	 the	 acquisition,	storage	and	maintenance	of	project	experience	could	be	a	competitive	advantage	of	 the	organisations.	Most	organisations	 involved	 in	project	management	have	some	sort	of	process	to	evaluate,	better	understand,	assess,	facilitate,	appraise	or	review	a	project.	Most	of	these	activities	are	not	explicitly	designed	to	acquire,	store	 and	 maintain	 project	 experience,	 but	 frequently	 organisations	 assume	(frequently	 in	error)	 that	 they	 support	project	 experience	management.	 Some	organisations	require	project	staff	to	submit	reports	relating	to	their	work.	These	reports	are	frequently	highly	formalised,	and	co-researchers	confirmed	they	are	seen	 as	 a	 compliance	 exercise	 with	 little	 value	 by	 the	 project	 staff	 who	 are	required	to	complete	such	reports	(see	section	5.1.3.3).	As	described	in	section	6.2,	the	project	manager	is	intrinsically	motivated	to	facilitate	project	experience	management,	and	as	such	represents	the	key	actor	at	 the	 centre	 of	 any	 such	 efforts.	 Our	 research	 has	 revealed	 that	 the	 project	manager	 will	 manage	 some	 form	 of	 acquisition,	 storage	 and	 maintenance	 of	project	experience	regardless	of	any	organisational	enablers,	and	often	despite	what	they	perceive	as	being	unfavourable	management	environments	provided	by	 their	organisation.	This	does	not	mean	project	managers	have	a	perfect	or	even	effective	method	for	managing	the	acquisition,	storage	and	maintenance	of	
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project	experience.	It	does,	however,	highlight	the	desire	by	project	managers	to	manage	 project	 experience.	 Project	 managers	 develop	 their	 own	 individual	mental	models,	and	will	also	share	these	with	peers.	This	can	be	considered	an	example	of	collective	mental	models	from	a	Kim	(1998)	model	perspective,	and	therefore	confirms	the	relevance	of	concepts	from	Kim’s	model	to	this	problem	domain.	The	way	project	managers	and	organisations	interact	to	manage	project	experience	has	a	significant	impact,	positively	or	negatively,	on	the	management	environment	 supporting	 the	 acquisition,	 storage	 and	 maintenance	 of	 project	experience.	This	will	be	discussed	further	in	the	sub-sections	below,	along	with	elaboration	on	the	relevance	of	concepts	from	Kim’s	model.	As	shown	in	section	6.2	 the	project	manager	 is	 a	unique	 type	of	 actor	 in	 the	 context	of	 experience	management	and	the	literature	on	experience	management	does	not	extend	to	the	way	organisations	engage	in	project	management	and	their	relationship	with	the	project	manager.	To	fully	appreciate	the	complexity	of	the	inter-relationship	between	project	managers	and	their	organisations,	our	research	shows	that	we	need	to	distinguish	between	two	different	types	of	organisations:	
• The	first	 type	 is	an	organisation	that	engages	 in	projects,	but	where	project	management	is	not	core	business.	For	these	non-project	driven	organisations,	 projects	 are	 necessary	 to	 improve	 or	 support	 core	business	activities,	but	these	projects	are	not	the	prevailing	business	activity	 for	 the	 organisation.	 These	 organisations	 still	 frequently	engage	 in	projects,	and	project	management	supports	core	business	activities,	but	project	management	itself	does	not	constitute	their	core	business.	
• The	second	type	is	an	organisation	which	is	either	fully	project-driven,	or	 engages	 in	 running	 projects	 for	 external	 clients.	 Such	 an	organisation	 has	 project	 management	 at	 the	 core	 of	 its	 business	activities,	and	all	or	almost	all	business	activities	are	project-based.	In	these	 organisations,	 project	 management	 is	 a	 significant	 source	 of	revenue	for	the	organisation.	
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This	research	has	identified	how	these	two	types	of	organisation	engaged	in	 project	 management	 determine	 the	 interrelationship	 between	 project	managers	 and	 their	 organisation,	 with	 respect	 to	 project	 experience	management.	 This	 is	 further	 explored	 in	 separate	 sections	 for	 both	 types	 of	organisations,	 including	 interpreting	 the	 findings	 for	each	 type	using	 concepts	from	Kim’s	model	to	show	how	they	can	add	conceptual	richness	to	Bergmann’s	model.	
6.4.1	Non-project-driven	organisations	For	 non-project-driven	 organisations,	 project	 management	 is	 used	 to	facilitate	a	specific	outcome.	Project	management	is	not	core	to	the	organisation	but	project	management	can	play	a	significant	role	to	support	activities	central	to	the	 organisation’s	 success.	There	 is	 a	 clear	 link	 between	 the	 frequency	 or	 the	significance	of	project	management	 for	organisational	success,	and	the	level	of	maturity	 around	 project	 management	 processes.	 The	 more	 frequent	 and	important	project	management	is	to	support	core	business,	the	more	mature	the	processes	around	project	management	are	(see	section	4.4.4).	Nonetheless,	 this	 link	 does	 not	 exist	with	 regards	 to	managing	 project	experience,	 because	 project	 experience	 has	 a	 lower	 priority	 for	 non-project-driven	 organisations	 focusing	 on	 other	 core	 business	 activities.	 Even	 if	 non-project	driven	organisations	developed	mature	project	management	processes,	they	will	not	invest	in	measures	to	develop	a	management	environment	for	the	acquisition	 maintenance	 and	 storage	 of	 experience.	 This	 is	 because	 such	 an	environment	 is	 not	 needed	 to	 achieve	 their	 core	 business.	 Many	 of	 these	organisations	 cause	 some	 of	 the	 issues	 that	 specifically	 prevent	 experience	management	 in	 an	 organisational	 context.	 For	 example,	 non-project-driven	organisations	do	not	budget	 for	staff	 to	be	available	 for	an	experience	debrief.	Frequently,	access	to	experienced	staff	is	not	supported	and	the	reward	systems	are	focused	on	individual	rather	than	collective	achievement.	Such	organisations	do	 not	 support	personalisation	 or	 codification,	which	 needs	 to	 be	 part	 of	 any	formalised	approach	or	management	environment	to	acquire,	store	and	maintain	IS	project	experience.	The	organisations	are	primarily	process-driven	and	lack	an	
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appreciation	 of	 the	 benefits	 that	 may	 be	 possible	 when	 investing	 in	 project	experience	management	(see	section	4.4.4).	Some	concepts	in	Kim’s	(1998)	model	help	make	sense	of	the	(negative)	impact	that	non-project-driven	organisations	have	on	creating	an	environment	for	managing	IS	project	experience.	These	organisations	do	not	see	the	value	in	management	environments	that	help	 individual	project	managers	to	add	 their	mental	models	 to	 shared	mental	models	 (e.g.	 project	 experience	 repositories,	social	interactions	among	project	managers).	As	will	be	explained	next,	project	managers	 in	 these	 organisations	 therefore	 focus	 on	 maintaining	 only	 their	individual	mental	models,	or	contributing	to	very	narrow	shared	mental	models,	and	emphasise	the	relevance	of	integrating	these	concepts	(and	other	knowledge	management	concepts	such	as	personalisation)	with	Bergmann’s	model	and	the	emergent	themes	from	this	study	such	as	organisational	enablers	and	inhibitors.	Co-researchers	such	as	Claire	Dames,	who	worked	in	non-project-driven	organisations,	 confirmed	 they	 believed	 experience	 management	 should	 be	 of	importance	to	these	organisations	even	though	project	management	is	not	their	core	business.	But	because	these	organisations	do	not	establish	environments	for	managing	 IS	 project	 experience	 (shared	 mental	 models),	 project	 managers	develop	their	own	methods	and	systems	relevant	 to	 their	 type	of	projects	and	domains.	 Any	 experience	 management	 occurs	 at	 the	 project	 level,	 and	 any	sharing	of	such	experience	(or	mental	models)	occurs	through	personalisation	approaches	 between	 a	 project	manager	 and	 others	working	 directly	with	 the	project	manager.	The	development	of	shared	mental	models	is	difficult,	however,	because	 often	 it	 is	 not	 clear	 which	 stakeholder	 in	 a	 project	 might	 have	 the	required	experience.	What	this	emphasises	is	that	for	project	managers	in	non-project-driven	organisations,	 experience	 management	 occurs	 in	 spite	 of	 organisational	
inhibitors.	As	a	result,	project	managers	frequently	discuss	their	experience	(i.e.	individual	 mental	 models)	 with	 other	 project	 managers	 externally	 to	 the	organisation	working	in	a	similar	domain,	possibly	for	competing	organisations	(see	section	5.1.4.3).	This	means	shared	mental	models	are	not	developed	within	
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the	 organisation,	 but	 potentially	 between	 individuals	who	 are	 external	 to	 the	organisation	using	personalisation	approaches.	This	suggests	the	individual	and	shared	mental	model	concepts	from	Kim,	and	the	concept	of	personalisation	from	knowledge	 management,	 can	 extend	 the	 outer	 shell	 of	 Bergmann’s model 
relating to the management environment needed	to	acquire,	store	and	maintain	IS	project	memory	in	a	non-project-driven	organisational	context.	The	emergent	themes	 from	this	study,	examined	more	 fully	 in	section	6.5,	provide	additional	richness.	
6.4.2	Project-driven	organisations	For	 project-driven	 organisations	 a	 similar	 picture	 emerges	 but	 for	different	reasons.	For	these	types	of	organisations	project	experience	is	an	area	of	interest	to	the	organisation	but,	because	many	of	these	organisations	compete	for	projects,	most	do	not	have	the	ability	to	dedicate	budgets	to	the	acquisition,	storage	 and	 maintenance	 of	 experience.	 To	 overcome	 this	 problem,	 project-driven	organisations	utilise	both	personalisation	and	codification	approaches	to	manage	 experience.	 An	 example	 of	 a	 personalisation	 approach	 in	 one	organisation	 mentioned	 by	 a	 co-researcher	 was	 to	 dedicate	 their	 senior	managers	as	 ‘agile	coaches’	with	whom	project	managers	working	 in	a	similar	domain	are	able	to	discuss	their	project	and	acquire	experience	held	in	the	minds	of	 these	 ‘agile	 coaches’.	 The	 term	 ‘agile	 coach’	 is	 the	 name	 used	 by	 the	organisation,	 and	 should	 not	 to	 be	 confused	 with	 agile	 project	 management.	Another	example	of	a	personalisation	approach	was	a	‘town	hall’	style	meeting	where	 junior	 staff	 can	 discuss	 questions	 around	 projects	 with	 senior	 staff	 to	acquire	 experience.	 Alternatively,	 some	 project-driven	 organisations	 prefer	 a	codification	approach	where	staff	are	requested	to	log	all	significant	experiences	(along	with	 activities	 and	 other	 relevant	 information)	 in	 an	 IS	 to	 ensure	 it	 is	recorded	and	available	for	subsequent	use.	Project-driven	organisations	usually	choose	 a	 personalisation	 or	 codification	 approach	 to	 experience	management	depending	on	their	culture,	but	some	organisations	promote	a	mix	of	both	(see	section	5.1.3.3).		 	
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Kim’s	(1998)	individual	and	shared	mental	model	concepts,	along	with	the	knowledge	management	concepts	of	personalisation	and	codification,	thus	help	make	sense	of	these	examples.	Project-driven	organisations	appear	to	recognise	that	individual	mental	models	of	 ‘agile	coaches’	or	senior	staff	need	to	become	shared	 mental	 models.	 The	 personalisation	 and	 codification	 approaches	 are	intended	 to	 provide	 an	 environment	 enabling	 this	 to	 occur.	 Indeed,	 co-researchers	working	in	project-driven	organisations	confirmed	the	importance	of	 experience	 management	 for	 these	 organisations,	 and	 their	 use	 of	personalisation	 and	 codification	 approaches	 to	 as	 part	 of	 environments	 for	managing	the	acquisition,	storage	and	maintenance	of	project	experience.	Co-researchers	were	nonetheless	critical	of	codification	approaches	based	on	their	lived	experience,	because	most	staff	in	these	organisations	reduced	the	entry	to	the	bare	minimum	required.	The	resulting	lack	of	detailed	information	reduces	the	value	of	codified	entries	for	the	purposes	of	experience	management.	The	 benefit	 of	 the	 codification	 of	 experience	 is	 directly	 linked	 to	 the	 level	 of	standardisation	with	regards	to	the	project	work	conducted	in	an	organisation.	For	example,	projects	in	the	building	and	mining	industries	involve	reasonably	standardised	 and	 repetitive	 work,	 for	 which	 codification	 approaches	 for	experience	management	is	promising.	IS	projects	by	contrast	have	low	level	of	standardisation,	 where	 co-researchers	 stated	 codification	 was	 less	 successful	(see	section	5.1.4.4).	This	suggests	personalisation	approaches	were	perceived	to	have	greater	potential	as	part	of	the	management	environment	to	facilitate	individual	mental	models	being	integrated	into	shared	mental	models.	Co-researchers	suggest	such	approaches	have	some	benefits	for	junior	staff	by	connecting	them	to	senior	staff	so	they	can	acquire	experience	 in	 the	early	days	of	 their	career.	This	provides	similar	benefits	to	mentoring.	However,	the	co-researchers	stated	that	most	staff	do	not	have	the	time	to	be	available	 in	 the	long-term.	Further,	after	 the	 initial,	early-career	opportunity,	staff	willingness	to	share	experience	is	reduced	and	is	often	reliant	on	the	goodwill	of	some	individuals.	Co-researchers	remarked	that	for	 most	 project-driven	 organisations	 there	 is	 a	 high	 degree	 of	 competition	among	staff,	and	thus	there	is	less	incentive	to	share	their	experiences.	In	fact,	co-
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researchers	revealed	that	staff	often	hold	experience	as	a	competitive	advantage	to	 secure	 their	 own	position	 or	 to	make	 them	more	marketable.	 The	 project-driven	 organisations	 therefore	 tend	 not	 to	 provide	 incentive	 as	 part	 of	 the	management	environment	for	experience	management.	Overall,	 the	 study	 reveals	 that	 personalisation	 and	 codification	approaches	 do	 not	 solve	 the	 experience	 management	 challenges,	 and	 thus	requires	project	managers	to	 facilitate	 their	own	experience	management.	The	findings	 further	 show	how	 the	 broader	management	 environment	 can	 have	 a	negative	 impact	 on	 IS	 project	 experience	 management,	 which	 can	 be	conceptualised	in	terms	of	individual	versus	collective	or	shared	mental	models.	Specifically,	 an	 unfavourable	 management	 environment	 discourages	 the	acquisition,	 storage	 and	 maintenance	 of	 shared	 mental	 models	 at	 the	organisational	and	project	levels,	and	instead	leads	to	project	managers	focusing	on	developing	their	own	individual	mental	models.	The	emergent	themes	from	the	data	analysis	add	further	richness	to	these	concepts.	 For	 project	 managers	 in	 project-driven	 organisations,	 experience	management	is	important	to	improve	future	project	outcomes,	but	organisational	
enablers	 do	 not	 provide	 the	 necessary	 management	 environment	 to	 service	project	 managers’	 needs.	 All	 co-researchers	 confirmed	 the	 need	 for	 an	environment	 to	 support	 personal	 experience	management	 (individual	mental	model	development),	in	addition	to	organisational-level	experience	management	to	 support	 the	 development	 of	 shared	 mental	 models.	 This	 research	demonstrates	that	project	managers	manage	experience	relevant	to	their	domain	and	personal	needs	irrespective	of	any	organisational	efforts	to	manage	project	experience,	often	in	spite	of	organisational	enablers.	Project-driven	organisations	frequently	do	not	benefit	from	the	experience	acquired	during	IS	projects,	and	the	cost	of	not	acquiring	such	experience	can	be	significant.	For	example,	if	the	project	manager	leaves,	experience	acquired	by	this	project	manager	(as	part	of	their	individual	mental	model)	also	leaves	the	organisation	(see	section	6.4).	If	a	project	in	a	similar	domain	is	required,	the	organisations	will	not	be	able	to	draw	on	that	experience	because	it	is	not	integrated	into	shared	mental	models,	and	will	 likely	do	so	at	a	higher	cost	compared	to	organisations	which	do	create	a	
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management	environment	to	support	IS	project	experience	management.	Section	6.5	 explores	 in	 more	 detail	 how	 the	 emergent	 themes	 in	 this	 study	 provide	additional	richness	to	the	concepts	offered	by	Kim’s	concepts	of	individual	and	shared	mental	models.	
6.5 Ownership	and	benefit	of	project	experience	Ownership	and	the	benefit	of	project	experience	is	another	interesting	and	complex	issue	that	was	uncovered	by	our	research.	The	previous	sections	have	emphasised	that	IS	project	managers	hold	the	central	position	for	the	acquisition,	storage	 and	maintenance	 of	 project	 experience.	 For	 this	 reason,	 they	 are	 the	gatekeepers	 of	 IS	 project	 experience	 and	 determine	 how	 such	 experience	 is	stored	and	maintained	 (see	 section	6.1.2).	 In	addition,	project	managers	often	acquire	 experience	 outside	 their	 own	 organisation	 through	 conversations	 or	more	 formal	 interactions	 with	 other	 project	 managers,	 frequently	 within	competing	organisations	in	a	similar	domain.	This	permits	the	project	manager	to	control	the	acquisition	of	experience	and	therefore	much	project	experience	does	not	necessarily	become	part	of	an	organisations	project	experience.	The	position	of	the	project	manager,	their	role	in	the	IS	project	experience	management,	and	their	external	interactions	present	an	interesting	finding.	Most	of	a	project	manager’s	experience	is	acquired	in	an	organisational	context,	and	is	usually	funded	by	their	organisation.	The	project	manager	derives	a	key	benefit	from	 the	 experience	 gained	 from	 continuous	 strings	 of	 IS	 projects	 within	 an	organisational	context	and	their	network	with	other	project	managers	within	a	domain.	The	organisation,	by	contrast,	stands	to	benefit	far	less	despite	funding	the	projects	and	paying	the	project	managers.	This	 finding	raises	an	 interesting	question	regarding	project	experience	ownership,	which	can	be	understood	using	concepts	from	Kim’s	organisational	learning	 model.	 Organisations	 will	 have	 ownership	 of	 IS	 project	 experience	(individual	project	manager	mental	models,	and	shared	mental	models)	by	virtue	of,	 for	 instance,	having	 intellectual	property	rights	 to	 the	work	and	knowledge	outputs	produced	by	employees.	Nonetheless,	 the	 intangible	nature	of	project	
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experience	advantages	the	project	manager	(developing	their	individual	mental	models)	because	project	experience	stays	with	the	project	manager	regardless	of	their	 organisational	 affiliation	 (see	 section	 5.1.4.3).	 Regardless	 of	 any	organisational	learning	that	may	occur,	project	managers	will	always	develop	or	extend	their	individual	mental	models.	But	individuals	will	also	benefit	from	any	organisational	 learning	 (shared	 mental	 models)	 and	 will	 retain	 their	 mental	models	when	they	move	to	another	organisation.	Our	 research	 confirms	 Kim’s	 (1998)	 that	 mental	 models	 at	 the	organisational	level	are	composed	of	independent	individuals	working	together	with	 their	 individual	mental	models.	 However,	 Kim	 (1998)	 identifies	 that	 the	shared	 mental	 model	 should	 be	 more	 comprehensive	 than	 the	 sum	 of	 the	individual	mental	models.	This	appears	to	be	difficult	to	achieve	in	the	context	of	shared	mental	models	relating	to	IS	project	memory,	because	organisations	do	not	create	the	management	environment	to	support	the	acquisition,	storage	and	maintenance	of	experience.	Specifically,	managing	IS	project	memory	effectively	necessitates	 not	 just	 owning	 project	 experience,	 but	 managing	 the	 collective	shared	 mental	 models	 for	 mutual	 benefit.	 It	 appears	 that	 for	 many	 project	managers,	 their	organisation	and	shared	mental	models	play	a	 secondary	role	because	 their	 primary	 loyalty	 and	 responsibility	 is	 to	 their	 projects,	 their	individual	mental	models,	and	narrow	shared	mental	models	developed	possibly	with	 project	managers	 outside	 the	 organisation.	 Project	managers	 seem	 to	 be	happy	to	move	between	organisations	as	long	as	they	can	successfully	manage	IS	projects.	 They	 appear	 to	 see	 themselves	 as	 working	 at	 an	 organisation,	 as	opposed	 to	 for	 an	 organisation,	 and	 maintain	 a	 significant	 amount	 of	independence	 with	 a	 willingness	 to	 move	 around.	 For	 project	 managers,	 the	organisational	affiliation	is	not	significant	in	contrast	to	their	projects.	The	next	section	explains	how	the	themes	emerging	from	the	data	in	this	study	 can	 add	 further	 richness	 to	 Kim’s	 concepts,	 and	 the	 outer	 shell	 of	Bergmann’s	model,	to	making	sense	of	the	management	environment	needed	for	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	
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6.6 Element	of	experience	relationships	impact	project	experience	
management	This	section	presents	the	elements	of	IS	project	experience	management,	and	specifically	the	separate	relationships	between	a	number	of	these	elements.	Each	 new	 element	 is	 examined	 in	 a	 sequential	 fashion	 and	 discussed	 in	 the	context	 of	 its	 relationship	 with	 the	 preceding	 element(s).	 First	 this	 section	compares	 the	 elements	 of	 IS	 project	 experience	 management	 and	 their	relationships	with	the	literature	to	show	the	contribution	to	knowledge	made	by	these	findings.	This	is	followed	by	a	discussion	of	culture	and	technical	facilitation	as	elements	of	IS	project	experience	management	that	are	horizontally	integrated	with	all	other	elements.	The	remaining	elements	(individual	challenges,	individual	
approaches,	 organisational	 inhibitors	 and	 organisational	 enablers)	 are	 then	examined	 in	 the	 context	 of	 their	 relationship	 with	 preceding	 elements.	 This	directional	approach	facilitates	the	examination	of	each	elements,	as	well	as	the	backwards	reflection	of	each	additional	element.	This	was	necessary	due	to	the	factorial	 6	 (6!)	 number	 of	 potential	 relationship	 combinations	 and	 infinite	variations	in	relationship	strength.	The	directional	approach	used	provides	the	best	possible	coverage	of	 the	emergent	 themes	(and	their	relationships)	given	this	complexity.	
6.6.1	Element	of	experience	relationships	in	the	literature	The	 literature	on	experience	management	 looks	at	only	a	 subset	of	 the	identified	 elements	 of	 experience,	 and	 generally	 not	 in	 the	 context	 of	 project	management	(see	section	2.2).	Further	the	literature	explores	these	elements	of	experience	in	isolation	in	the	context	of	experience	management.	In	fact,	there	are	a	number	of	sources	around	organisational	inhibitors	(Roth	1996;	Saru	2007;	Pemberton	and	Stonehouse	2000)	and	individual	challenges	(Bergmann	2002;	D.	C.	Kayes	2002)	with	regards	to	the	management	of	experience	in	the	literature.	
Organisational	 enablers	 (Matlay	 2000;	 Kor	 2003;	 Foguem	 et	 al.	 2008)	 and	
individual	approaches	 (Laclavik	et	 al.	 2005;	A.	B.	Kayes	et	 al.	 2005;	Bergmann	2002)	 also	 find	 reference	 in	 the	 literature.	Technology	 facilitation	 (Hirai	 et	 al.	2007;	 Schubert	 2007)	 and	 culture	 (Assegaff	 and	 Hussin	 2012;	 Laha	 2009)	 is	presented	in	the	pertinent	literature	but	with	less	prominence.	However,	none	of	
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these	 sources	 directly	 apply	 to	 the	 environment	 needed	 to	 manage	 the	acquisition,	storage	and	maintenance	of	IS	project	experience.	Detailed	 analysis	 of	 the	 literature	 does	 present	 some	 isolated	 findings	with	regards	to	the	relationships	between	elements	of	experience	in	the	context	of	 managing	 experience,	 but	 rarely	 in	 the	 project	 management	 context.	Nonetheless,	these	relationships	are	not	explored	in	much	detail,	and	instead	are	usually	 presented	 by	 covering	 a	 particular	 aspect	 of	 this	 relationship.	 For	example,	Levin	and	Ward	(2011)	identified	that	inflexible	line	management	and	a	 hierarchical	 structure	 causes	 individual	 challenges	 that,	 in	 turn,	 result	 in	 a	
culture	 impacting	 negatively	 on	 management	 environments	 needed	 for	 the	acquisition,	maintenance	and	storage	of	IS	project	experience	(Levin	and	Ward	2011).	The	literature	does	not	present	a	solution	to	these	problems,	but	there	are	efforts	to	explain	a	particular	phenomenon	and	its	direct	effect.	In	fact,	most	of	the	literature	focuses	on	the	technicalities	of	how	to	transfer	knowledge	(Tong	and	Nengmin	 2009),	 the	 deviation	 between	project	management	 practice	 and	theory	(Liu	and	Hsu	2013),	or	on	particular	aspects	of	the	project	management	process	such	as	the	closeout	with	post	implementation	reviews,	project	reviews,	project	 appraisals,	 project	 post	 mortem	 etc.	 (Kumar	 1990;	 Disterer	 2002;	Vergopia	2008).	These	are	narrow	aspects	of	a	management	environment	needed	for	IS	project	experience	management.	Most	of	the	elements	identified	in	this	study	appear	multidimensional,	and	the	 interrelationships	 between	 them	 can	 help	 explain	 the	 complexity	surrounding	managing	 the	 acquisition,	maintenance	 and	 storage	 of	 IS	 project	experience.	A	better	understanding	of	 these	relationships,	beyond	highlighting	the	 key	 inhibitors,	 might	 assist	 project	 managers	 and	 organisations	 with	developing	 an	 environment	 that	 is	 more	 conducive	 for	 IS	 project	 experience	management.	 These	 specific	 relationships,	 in	 the	 context	 of	 IS	 project	management,	are	not	presented	in	the	literature,	but	are	based	on	the	findings	of	this	research.	These	elements	therefore	result	a	contribution	to	the	IS	and	project	management	literature.		 	
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Bergmann's	 (2002)	 model	 (see	 Figure	 1)	 is	 relevant	 in	 this	 context	because	 it	 emphasises	 the	 organisational	 level	 (e.g.	 management	 processes,	technology	processes).	As	discussed	in	section	6.1,	the	application	of	this	model	in	 the	 context	 of	 IS	 project	management	 is	 limited	 because	 the	 outer	 shell	 of	Bergmann's	 model	 does	 not	 conceptualise	 the	 different	 aspects	 of	 the	management	environment	needed	for	the	acquisition,	storage	and	maintenance	of	 IS	 project	 experience,	 which	 are	 needed	 to	 understand	 how	 this	might	 be	achieved.	 The	 elements	 identified	 in	 this	 study	 thus	 extend	 the	 outer	 shell	 of	Bergmann’s	model.	Kim’s	(1998)	model	is	relevant	because	some	concepts	make	sense	of	the	individual	 versus	 collective	 link	 that	 is	 required	 to	 manage	 the	 acquisition,	storage	and	maintenance	of	IS	project	experience.	The	model	therefore	focuses	on	 the	 individual	 and	 collective	 (e.g.	 project	 team)	 level,	 but	 does	 not	conceptualise	 the	 broader	 organisational	 conditions	 or	 management	environment	needed	for	these	individual	versus	collective	links	to	succeed.	The	elements	 identified	 in	 this	 study	 add	 further	 richness	 by	making	 sense	 of	 the	interrelationships	between	the	individual/collective	level	in	Kim’s	model,	and	the	broader	organisational	level	focused	upon	in	Bergmann’s	model.	The	theoretical	contribution	 of	 this	 thesis	 is	 thus	 showing	 the	 value	 of	 integrating	 these	 two	models	 using	 the	 elements	 identified	 in	 this	 study	 and	 the	 interrelationships	between	these	elements.	The	 findings	summarised	 in	this	section	relate	 to	 the	practical	difficulties	of	creating	a	management	environment	to	achieve	what	the	two	 models	 conceptualise	 as	 being	 necessary	 for	 IS	 project	 experience	management.	That	 is,	 it	provides	 insights	 into	what	would	be	needed	 for	both	models	 to	 work	 in	 practice,	 at	 least	 in	 the	 context	 of	 managing	 IS	 project	experience.	
6.6.2	Culture	and	technology	facilitation	
Culture	 and	 technology	 facilitation	 (and	 all	 their	 associated	 sub-themes	including	 push	 and	 pull	 cultures,	 a	 success	 culture,	 transparency,	 database	software,	social	media,	innovative	tools,	and	project	management	tools)	influence	all	 other	 individual	 and	 organisational	 facilitator	 and	 inhibitor	 elements.	
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Bergmann's	(2002)	model,	in	a	broad	and	abstract	sense,	recognises	culture	and	
technology	 facilitation.	 For	 example,	 culture	 is	 implied	 in	 the	 “management	processes”	 part	 of	 his	 model,	 and	 technology	 facilitation	 as	 part	 of	 “logical	processes”.	 The	 model	 does	 not	 provide	 any	 guidance	 on	 how	 to	 create	 the	management	environment	to	acquire,	store	and	maintain	experience.	The	 culture	 of	 an	 organisation	 plays	 a	 supporting	 role	 for	 IS	 project	experience	 management.	 Similar	 to	 knowledge	 management,	 experience	management	requires	a	culture	that	is	open,	collaborative	and	supportive	as	well	as	non-punitive.	Kim	(1998)	refers	to	shared	mental	models,	and	this	implies	a	culture	is	needed	to	support	the	development	of	such	shared	mental	models.	The	model	 does	 not,	 however,	 provide	 any	 details	 on	 how	 this	 process	 could	 be	supported	 or	 facilitated,	 or	what	 issues	 need	 to	 be	 resolved	 to	 develop	 such	shared	mental	models.	As	described	in	section	5.1.6	above,	IS	project	experience	management	 is	 significantly	 inhibited	 if	 the	 organisational	 culture	 rewards	individual	performance.	There	are	numerous	examples	where	the	co-researchers	emphasised	the	need	for	organisational	culture	to	support	IS	project	experience	management.	For	example,	the	recognition	of	failure	in	project	management,	and	the	open	dialogue	around	 any	 type	 of	 problem	 that	 might	 have	 occurred	 in	 the	 project,	 is	 a	significant	 contribution	 to	 project	 experience.	 But	 this	 requires	 a	 culture	 that	rewards	 honest	 dialogue	 around	 failure	 and	 problems.	 In	most	 organisations,	individuals	 try	 to	 avoid	 having	 any	 association	 with	 failure	 or	 problems.	However,	developing	experience	will	only	occur	when	there	is	a	comprehensive	understanding	 of	 all	 aspects	 of	 the	 project,	 and	 therefore	 requires	 an	environment	 of	 collaborative,	 open,	 and	 honest	 contributions	 and	 an	organisational	culture	that	facilitates	this.	
Technology	 facilitation,	 together	 with	 culture,	 also	 has	 a	 role.	Organisations	 in	which	 codification	 approaches	 to	 experience	management	 is	part	of	their	culture	frequently	use	IS	such	as	databases	or	wikis	to	facilitate	the	acquisition,	storage	and	maintenance	of	experience.	As	seen	in	sections	5.1.5	and	6.3.2	 above,	 this	 approach	 only	 works	 in	 a	 highly	 standardised	 project	
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environment.	It	is	also	heavily	reliant	on	the	quality	of	the	information	entered	into	these	systems.	In	order	to	promote	the	use	of	IS	aimed	at	technology	facilitation,	the	value	proposition	associated	with	an	IS	must	be	self-evident	to	everybody	involved.	If	the	additional	effort	required	to	populate	a	system	provides	a	tangible	benefit,	then	 users	 are	 more	 likely	 to	 extend	 their	 efforts	 beyond	 mere	 compliance.	Current	 IS	 do	 not	 provide	 an	 efficient	 and	 effective	 method	 of	 acquiring	experience	in	a	way	that	it	can	be	easily	stored	and	maintained	in	a	meaningful	way.	Co-researchers	voiced	a	desire	to	be	able	to	store	all	project	documentation	without	further	data	entry.	In	this	context,	developments	in	text	analytics	could	potentially	provide	an	effective	way	to	assist	with	the	acquisition,	maintenance	and	storage	of	project	experience	(see	section	5.1.5.4).	According	 to	 the	 co-researchers,	 culture	 plays	 an	 on-going	 role	 in	 the	management	 of	 project	 experience	 because	 culture	 influences	 the	 interaction	between	 stakeholders	 and	 their	 attitudes	 towards	 and	 interactions	 with	 the	organisation.	 Culture	 can	 determine	 if	 individuals	 are	 proactive	 in	 finding	solutions	 or	 if	 these	 individuals	 will	 be	 passive	 waiting	 for	 organisational	guidance	and	facilitation.		The	elements	of	experience	of	culture	and	technology	facilitation	are	not	exclusive	to	the	management	of	project	experience.	Culture	has,	for	example,	been	identified	as	playing	a	role	in	the	way	people	share	knowledge	(Hofstede	1993)	(Flinn	1996).	Technology	facilitation	is	related	to	the	way	technology	is	used	to	store	 or	 maintain	 knowledge	 (Bhatt	 2001;	 Maier	 2013).	 Unlike	 the	 other	identified	elements	of	experience,	culture	and	technology	facilitation	play	a	strong	part	 whether	 project	 managers	 and	 other	 team	 members	 will	 support	 or	 be	reticent	about	project	 experience	management.	Therefore,	culture	 also	plays	a	significant	role	with	regards	to	honesty	and	openness	of	staff	interactions,	as	well	as	the	level	of	transparency	within	the	organisation	(see	e.g.	Jody	Foster	Focus	Group	line	853).	There	 is	 an	 unlikely	 relationship	 between	 culture	 and	 technology	
facilitation.	 An	 open	 and	 transparent	 culture	will	 help	with	 the	 acceptance	 of	
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technology	 while	 well-designed	 technology	 that	 is	 aligned	 with	 stakeholder	needs	can	positively	influence	the	culture	of	an	organisation	(Tom	Long	line	143).	
Technology	 facilitation	 also	 has	 significant	 influence	 on	 all	 identified	elements	 of	 experience	 according	 to	 co-researchers	 Trevor,	 Monique,	 Tom,	Zodiac,	 Tanya,	 Michael,	 Clair,	 Jody	 and	 Karen.	 Individual	 and	 organisational	
inhibitors	are	often	exacerbated	by	the	lack	of	technology	support,	and	good	IS	tools	have	the	potential	to	provide	structured	processes	to	help	individuals,	as	well	as	the	organisation,	to	fulfil	their	tasks.		Effective	implementation	of	technology	can	assist	the	organisation	as	well	as	 individuals	 with	 transparency.	 This	 transparency	 assists	 with	 improving	project	 outcomes	 that	 directly	 affects	 everyone	 working	 in	 the	 project	management	environment	(Clair	Dames	Focus	Group	line	325).	However,	 IS	 do	 not	 drive	 project	 experience	 management.	 IS	will	 only	support	project	experience	management	efforts,	and	it	is	up	to	the	organisation	and	the	project	manager	to	facilitate	project	experience	management.	Just	 like	 IS,	 culture	 by	 itself	 does	 not	 guarantee	 successful	 project	experience	management,	but	a	culture	conducive	to	revealing	all	aspects	relevant	to	the	project	experience	will	assist	significantly	with	experience	management.	An	individualist	culture	will	significantly	inhibit	an	organisation’s	efforts	with	IS	project	experience	management.	Both	 good	 and	 intuitive	 IS,	 together	 with	 an	 open,	 collaborative	 and	supportive	 (non-punitive)	 culture,	 do	 not	 guarantee	 successful	 project	experience	management,	but	will	assist	an	organisation’s	effort	in	developing	a	management	environment	that	will	help	with	IS	project	experience	management.	Further,	 technology	 facilitation	 is	 often	 aligned	 with	 individual	 and	
organisational	enablers,	because	many	of	the	elements	of	experience	deployed	by	both	the	individual	and	organisations	rely	on	technology.	This	will	be	examined	further	in	the	next	sections.	
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6.6.3	Individual	challenges	and	the	context	of	culture	and	technology	facilitation	The	following	section	presents	some	of	the	individual	challenges	project	managers	face	with	regards	to	IS	project	experience	management,	and	links	these	to	the	previous	elements	of	culture	and	technology	facilitation.	This	extends	the	outer	 shell	 of	 Bergmann’s	 (2002)	model,	which	 focuses	 on	 the	 organisational	level	 and	 not	 the	 individual	 level	 such	 as	 individual	 challenges.	 Kim	 (1998)	provides	some	guidance	at	the	individual	level	because	the	model	refers	to	both	the	individual	and	collective	levels.	The	three	elements	examined	in	this	section	help	explain	the	difficulties	 that	 lead	to	 individuals	not	contributing	 individual	metal	models	to	organisational	level	shared	metal	models.	During	the	execution	of	a	project,	the	project	manager’s	primary	concern	is	 the	 successful	 completion	 of	 the	 project	 with	 a	 focus	 on	 Cost,	 Time	 and	performance	 (R.	 Atkinson	 1999;	 Camilleri	 2011).	 Team	members	 also	 have	 a	stake	 in	 the	success	of	 the	project,	but	not	 for	the	same	reasons	as	 the	project	manager.	The	motivation	of	team	members	is	driven	by	the	desire	of	the	team	to	deliver	a	successful	outcome	and	not	to	be	associated	with	project	failure	(ZD	line	53).	This	shared	motivation	to	deliver	a	successful	project	is	advantageous	for	the	organisation,	as	well	as	the	individuals,	and	is	a	key	contributor	to	project	success	more	 generally	 (Pinto	 and	 Kharbanda	 1996).	 This	 is	 also	 confirmed	 by	 co-researcher	Trevor	Morgan	(line	300).		This	 phenomenon	 does,	 however,	 generate	 a	 number	 of	 issues	 for	 the	project	manager	 because	 the	motivation	 of	 project	 staff	 is	 first	 and	 foremost	aligned	with	 their	 individual	 desire	 for	 promotion,	 recognition,	 remuneration	and	success.	Prima	facie	this	appears	to	contribute	to	project	success,	but	staff	attitude	and	performance	are	more	complex	than	they	first	seem	(Clair	Dames	focus	group	 line	162).	Project	managers	must	 find	ways	 to	 capitalise	on	 team	members’	 motivation,	 and	 align	 their	 motivation	 to	 help	 with	 acquiring	experience,	otherwise	they	will	not	participate	in	activities	(e.g.	personalisation	and	codification	approaches)	intended	to	develop	shared	mental	models.	Project	managers	can	 increase	the	on-going	success	of	 their	projects	by	managing	the	acquisition,	storage	and	maintenance	of	the	holistic	experience	of	
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everything	and	everyone	concerned	with	the	project	(Zodiac	Blumenthal	line	79).	This	is	difficult	because	many	individuals	only	spent	a	short	period	of	time	in	the	specific	project	before	they	get	moved	to	another	project.	Further,	there	is	little	or	 no	 motivation	 for	 individuals	 to	 share	 their	 experience	 with	 the	 project	manager.	More	 likely	 it	 is	 the	exact	opposite.	 Individuals	do	not	wish	to	share	their	 experience	 because	 their	 specific	 experience	 is	 considered	 “power”	 to	 a	certain	 extent,	 and	 an	 opportunity	 for	 on-going	 employment	 and	 promotion	(Karen	Barnsdail	focus	group	line	920).	This	means	shared	mental	models	do	not	develop.	Critical	 evaluation	of	 IS	projects	 constitutes	an	essential	 cornerstone	of	the	experience	acquisition	and	maintenance	process	(Anbari	et	al.	2008).	In	order	to	fully	understand	and	appreciate	the	experience	of	individuals	within	a	project,	it	is	important	to	link	the	individual	challenges	element	to	culture,	which	includes	the	need	to	change	the	culture	within	projects.		
“[…]	that	idea	of	creating	an	environment	in	which	people	are	safe,	feel	safe	
enough	to	be	able	to	firstly	share	things	they	think	might	go	wrong.”	(Clair	
Dames	focus	group	line	533)	It	 is	 human	 nature	 to	 focus	 on	 success.	 Nobody	 wants	 to	 highlight	mistakes,	 and	 it	 gets	 harder	 in	 larger	 organisations	 due	 to	 hierarchies	 and	organisational	 structures	 (Jody	 Foster	 focus	 group	 line	 516)	 which	 influence	organisational	 culture.	 Acquiring	 the	 whole	 project	 experience	 necessitates	changing	 this	 culture	 and	 providing	 honest	 and	 critical	 assessment	 of	 the	positives	and	negatives	that	occurred	within	IS	projects.	Senior	 management	 and	 project	 managers	 habitually	 do	 not	 consider	experience	 management	 as	 an	 explicit	 characteristic	 of	 project	 management.	Further	 project	 management	 methodologies	 do	 not	 provide	 for	 or	 support	experience	management.	As	section	6.3	demonstrated	above,	this	lack	of	formal	recognition	of	experience	management	in	IS	projects	does	not	render	experience	management	invalid.	But	it	does	result	in	individual	challenges	which	requires	the	individual	 project	 manager	 to	 find	 their	 own	 solution	 to	 support	 experience	management,	often	focusing	on	developing	only	their	individual	mental	models.	
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The	 lack	 of	 project	 management	 methodology	 support	 for	 experience	management	is	also	reflected	in	the	lack	of	technology	facilitation	or	IS	available	to	 support	 management	 environments	 for	 the	 acquisition,	 maintenance	 and	storage	of	 IS	 project	 experience	 (Monique	 Sales	 line	 209).	 This	 lack	 of	 formal	infrastructure	establishes	an	 important	 link	between	 individual	challenges	and	
technology	facilitation,	and	has	a	number	of	side	effects.	The	lack	of	methodology	support	 deemphasises	 the	 need	 for	 experience	 management	 in	 project	management,	and	consequently	most	project	managers	do	not	have	access	to	an	effective	infrastructure	to	support	IS	project	experience	management	(Monique	Sales	line	185).	Experience	management	is	not	supported	in	project	management	methodologies	and	this	presents	significant	issues	to	individual	project	managers	wanting	to	manage	IS	project	experience	(Jody	Foster	Focus	Group	line	400).	
6.6.4	Individual	challenges	and	individual	approaches	This	 section	 presents	 individual	 approaches	 to	 managing	 experience	during	 in	 IS	 projects	 by	 project	managers,	which	 are	 related	 to	 the	 individual	
challenges	project	managers	face	when	managing	project	experience.	Individual	
approaches	 are	 presented	 here	 (similarly	 to	 section	 6.5.2	 above	 on	 individual	
challenges)	 in	 the	 context	 of	 culture	 and	 technology	 facilitation.	 Kim’s	 model	(1998)	provides	some	guidance	(as	it	did	for	individual	challenges)	because	the	model	refers	 to	 the	 individual	 level	 and	how	individual	mental	models	 can	be	shared.	Experience	management	 is	given	some	notoriety	 in	 the	 literature	and	a	number	 of	 tools	 and	 techniques	 that	 facilitate	 the	management	 of	 experience	have	been	acknowledged	(Barros	et	al.	2002;	Wasielewski	2010;	Zhu	and	S.	Wang	2009;	Disterer	2002).	The	identification	of	the	positive	and	negative	experiences	within	 a	 project	 by	 the	 project	 manager	 is	 important	 to	 ensure	 a	 string	 of	successfully	managed	projects,	and	ultimately	excellence	in	project	management	(Zodiac	 Blumenthal	 line	 72).	 Overcoming	 the	misalignment	 in	 the	motivation	among	the	project	team	to	share	experience	in	projects	necessitates	an	open	and	constructive	dialogue	between	the	project	manager	and	all	project	stakeholders.	Depending	on	the	size	of	the	project,	this	does	not	necessarily	need	to	be	through	
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direct	 contact	 but	 via	 a	 structure	 that	 facilitates	 the	 acquisition	 of	 experience	from	 every	 individual	 concerned	with	 the	 project	 (Chris	 Thompson	 line	 531).	This	 finding	 suggest	 open	 and	 constructive	 dialogue	 through	 personalisation	and/or	codification	approaches	is	essential	for	developing	shared	mental	models.	
Individual	approaches	 to	motivate	 individuals	 to	 share	 their	 experience	must	be	linked	to	culture	which	welcomes	positive	and/or	negative	experiences,	and	 which	 offers	 an	 environment	 of	 good	 communication	 and	 trust.	 In	 the	absence	 of	 trust,	 project	 experience	 would	 be	 subject	 to	 whitewashing,	 as	individuals	 might	 fear	 repercussions	 of	 candidly	 communicating	 problems	 or	even	failures.	The	project	manager	can	facilitate	such	an	environment	through	a	simple	approach	of	opening	up	about	their	critical	issues	and	potential	problems	with	 the	 project,	 and	 by	 facilitating	 an	 open,	 possibly	 technology	 facilitated,	environment	for	everyone	involved	in	the	project	(Zodiac	Blumenthal	line	142).	This	 finding	 suggests	 that	 such	 a	 personalisation	 approach,	where	 the	 project	manager	is	a	role	model	for	the	desired	culture,	may	help	develop	shared	mental	models.	Ensuring	 the	 on-going	 success	 of	 such	 facilitation	 of	 experience	acquisition	necessitates	that	contact	is	maintained	with	all	stakeholders	for	the	whole	duration	of	the	project,	and	as	much	as	possible	after	project	completion,	so	that	developments	or	changes	can	be	captured.		As	described	in	section	6.2	above,	the	project	manager	has	a	central	role	in	 the	management	 of	 project	 experience.	 The	 project	manager	must	 address	
individual	 challenges	 that	 impact	 project	 experience.	 Project	 managers	 must	advance	 individual	 approaches,	 including	 the	 development	 of	 a	 suitable	experience	management	culture	and	relevant	technology	facilitation,	to	achieve	project	management	excellence	and	advance	their	career.	This	may	be	necessary	in	 the	possible	absence	of	organisational	experience	management	 (see	section	6.5.4).	The	lived	experience	of	the	co-researchers	has	revealed	that,	contrary	to	this	theoretical	ideal,	the	reality	of	project	management	presents	some	significant	challenges	with	 regard	 to	managing	 IS	 project	 experience.	 A	 key	 challenge	 is	
	 230	
overcoming	 the	 resistance	 of	 project	 staff	 to	 participate	 in	 the	 sharing	 of	experience,	 which	 necessitates	 understanding	 the	 drivers	 for	 individuals	working	in	projects.	Most	organisations	would	assume	that	financial	incentives	are	sufficient	to	motivate	staff.		The	lived	experience	of	our	co-researchers,	however,	has	shown	that	staff	motivation	is	more	complex.	
“It’s	interesting	in	terms	of	money,	it’s	one	thing,	one	factor,	and	for	some	
people	it’s	a	major	material	factor.	But	I	think,	I	believe	that	most	people	are	
actually,	they	want	to	do	really	meaningful,	interesting	work,	they	want	to	
work	with	interesting	people,	but	it,	you	know,	they’re	trusting	some	people,	
it’s	really	important	to	have	flexible	work	arrangements.	There	are	lots	of	
other	drivers…”	(Clair	Dames	Focus	Group	line	498)	Aspects	of	Maslow’s	hierarchy	of	needs,	the	culture	of	the	organisation	and	an	environment	where	staff	and	their	contribution	are	valued	is	likely	to	motivate	the	sharing	of	experience	(or	mental	models).	The	need	of	project	staff	to	belong	is	one	of	 the	key	 aspects	 that	will	make	or	break	 the	acquisition	of	 IS	project	experience	(Jody	Foster	line	1019).	If	 the	 project	manager	 is	 able	 to	 develop	 an	 environment	 of	 trust	 and	belonging,	experience	acquisition,	storage	and	maintenance	has	the	potential	to	flourish	through	the	organic	growth	of	informal	networks	where	staff	willingly	and	proactively	share	experience	to	facilitate	the	development	of	shared	mental	models	(Zodiac	Blumenthal	line	138).	The	role	of	the	project	manager	transforms	to	one	of	facilitator.	The	importance	of	fostering	these	types	of	informal	networks	cannot	be	underestimated.	Co-researchers	emphasised,	however,	it	is	essential	not	 to	 give	 in	 to	 the	 temptation	 of	 formalising	 these	 networks,	 because	 such	networks	are	less	effective	in	the	project	experience	management	context.	Co-researchers	believed	 in	 the	benefits	of	 informal	networks,	but	 there	remains	a	significant	challenge.	If	these	experience	networks	are	informal,	there	is	a	potential	danger	that	experience	sharing,	and	thus	acquisition,	is	restricted	to	 certain	 subgroups	 in	 the	 project.	 The	 challenge	 is	 to	 facilitate	 informal	networks	 in	a	way	 that	 experience	acquisition,	 storage	and	maintenance	 is	 as	representative	and	comprehensive	as	possible.	Technology	facilitation	could	play	
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a	 significant	 part	 in	 this.	 Formal	 networks	 are	 more	 prescriptive	 in	 the	 way	experience	is	managed	because	of	the	formal	nature,	which	often	leads	to	only	the	required	minimum	of	experience	being	acquired	(Ken	Livingstone	line	96).	This	fine	balance	between	informal	and	formal	networks	also	poses	a	challenge	with	regards	to	 the	use	of	systems	(including	IS)	 to	document	experience.	The	project	 manager	 needs	 to	 determine	 the	 adequate	 amount	 of	 documentation	necessary	 to	 facilitate	 the	 acquisition,	 maintenance	 and	 storage	 of	 project	experience.	Too	little	unstructured	documentation	and	the	experience	is	lost,	but	too	 much	 structured	 documentation	 and	 individuals	 will	 resist	 the	 process.	Balancing	adequate	levels	of	technology	facilitation	and	culture	will	have	a	vital	role	to	play	in	this	context.	Individual	 project	 managers	 develop	 their	 own	 improvised	 personal	environment	to	manage	their	 IS	project	experience	 in	order	to	deal	effectively	with	the	challenges	with	project	and	organisational	level	attempts	to	manage	the	acquisition,	maintenance	 and	 storage	 of	 experience	 (Monique	 Sales	 line	 185).	Such	individual	approaches	can	take	many	shapes,	including	personal	notebooks,	sending	email	 to	 themselves,	using	 social	media	or	 storing	dictations	on	 their	mobile	phone.		The	 most	 effective	 experience	 management	 currently	 occurs	 through	
individual	 approaches	 which	 foster	 informal	 networks,	 often	 across	 different	organisations.	In	addition	to	informal	networks,	many	project	managers	develop	their	own	"systems"	to	manage	experience	acquisition	during	their	own	projects.	Often	 individual	 approaches	 are	 considered	 by	 project	 managers	 as	 the	 only	viable	way	to	manage	project	experience,	and	informal	networks	are	often	seen	as	 the	only	way	to	acquire	and	maintain	such	experience.	The	strong	 focus	on	
individual	 approaches	makes	 it	 harder	 for	 organisations	 to	 facilitate	 effective	experience	 management	 in	 projects,	 and	 can	 lead	 to	 a	 loss	 experience	 by	organisations.		 	
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6.6.5	Individual	challenges	and	approaches	meets	organisational	inhibitors	Projects	 do	 not	 occur	 in	 isolation	 but	 are	 embedded	 in	 a	 complex	organisational	context,	and	are	impacted	upon	by	a	large	number	of	stakeholders	which	can	cause	projects	to	fail	(Daniels	and	LaMarsh	2007;	Varanini	and	Ginevri	2012).	 This	 section	 considers	 the	 impact	 organisational	 inhibitors	 have	 on	
individual	 challenges,	 and	 individual	 approaches	with	 a	 link	 to	 the	 culture	 and	
technology	 facilitation	 elements.	 This	 extends	 the	 outer	 shell	 of	 Bergmann’s	(2002)	 model,	 which	 focuses	 on	 the	 organisational	 level	 with	 organisational	processes	and	management	processes.	These	processes	relate	to	organisational	
inhibitors,	but	the	model	does	not	consider	the	individual	level	captured	in	this	thesis	such	as	individual	challenges.	Kim	(1998)	provides	some	guidance	at	the	individual	 level	because	 the	model	 refers	 to	both	 the	 individual	 and	collective	levels	 and	 provides	 guidance	 on	 how	 individuals	 contribute	 to	 organisational	learning.	This	suggests	the	elements	which	emerged	in	this	study	can	link	Kim’s	model	with	Bergmann’s	outer	shell.	
Organisational	 inhibitors	 frequently	cause	individual	challenges,	because	the	 lack	 of	 organisational	 support	 prevents	 project	 managers	 and	 individual	project	 team	 members	 from	 developing	 an	 understanding	 of	 the	 need,	 or	motivation,	 to	 acquire	 and/or	 communicate	 project	 experience.	 Lack	 of	organisational	support	can	also	cause	frustration	for	individuals,	because	it	can	prevent	opportunities	to	acquire	experience.	For	example,	the	reward	system	in	one	of	the	co-researchers’	organisations	was	focused	on	individual	performance	and	 lacked	 acknowledgement	 of	 the	 importance	 of	 the	 team	 in	 project	management.	This	caused	individuals	to	deliberately	withhold	their	experiences	(Clair	Dames	Focus	Group	line	197).	Project	managers	who	reduce	organisational	
inhibitors	will	help	resolve	individual	challenges,	support	culture	and	technology	
facilitation	and	will	enable	an	environment	conducive	to	experience	acquisition.	
Organisational	 inhibitors	 also	 impact	 individual	 approaches	 and	 link	 to	
technology	 facilitation.	 For	example,	 in	many	organisations	employees	have	 to	find	their	own	methods/techniques	or	even	workarounds,	including	the	use	of	technology,	to	do	their	job	(Tom	Long	line	415).	With	regards	to	managing	project	experience,	this	lack	of	any	formal	structure	forces	most	project	managers	(and	
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project	team	members)	to	manage	their	own	project	experience	and	find	ways	to	record	such	experiences.	Monique	Sales	reported	the	use	of	personal	email	as	a	storage	system	for	project	experience	(Monique	Sales	line	185).	This	is	clearly	a	very	private	tool	and	far	from	ideal	but,	given	the	circumstances	specific	to	the	organisation,	it	was	the	best	possible	solution	for	that	employee.		There	 is	 an	 emergent	 relationship	 whereby	 the	 more	 organisational	
inhibitors	 are	 created,	 the	 more	 difficult	 and	 complex	 it	 is	 for	 employees	 to	acquire,	 store	 and	 maintain	 project	 experience,	 resulting	 in	 more	 individual	
challenges.	 As	 organisational	 inhibitors	 get	 resolved,	 individual	 approaches	become	more	effective.	The	desire	by	individuals	to	focus	on	success,	instead	of	the	more	holistic	assessment	of	all	positives	and	negatives	that	occur	in	a	project,	also	applies	to	and	 hampers	 organisations.	 Most	 organisations,	 just	 like	 individuals,	 wish	 to	portray	their	project	management	as	flawless	and	successful,	and	as	a	result	there	is	little	impetus	to	investigate	failure	(Jody	Foster	Focus	Group	line	127).	In	some	cases,	staff	even	perceive	the	culture	of	the	organisation	to	be	one	that	punishes	open	 dialogue	 on	 problems	 and	 therefore	 only	 successes	 are	 recorded	 (Clair	Dames	 Focus	 Group	 line	 322).	 Organisational	 culture	 more	 broadly	 therefore	directly	relates	to	organisational	inhibitors.	Because	 of	 the	 dynamic	 nature	 of	 project	 management,	 many	 of	 the	processes	are	very	fast	paced,	with	ad	hoc	resource	allocation	and	a	short-term	focus	on	cost	savings.	This	is	related	to	the	individual	challenges	of	managing	time	for	 the	 project	manager.	 Such	 a	 short-term	 focus	 of	 the	 organisation	 leads	 to	short-term	 deployment	 of	 resources	 in	 the	 project,	 whereby	 project	 staff	 are	brought	 in	 for	 specific	 tasks	only	and	 little	 time	 is	 available	 for	 individuals	 to	develop	 ownership	 of	 the	 project.	 Consequently,	 the	 project	manager	 is	 often	unable	 to	 create	 a	 management	 environment	 for	 acquiring,	 storing	 and	maintaining	IS	project	experience.	This	is	because	many	of	the	short-term	project	staff	are	often	classified	as	specialised	resources,	and	several	of	these	specialised	resources	 have	 moved	 on	 at	 the	 time	 post-implementation	 reviews	 are	conducted	 (Ken	 Livingstone	 line	 543).	 Thus,	 paradoxically,	 the	 acquisition,	
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maintenance	of	experience	at	a	level	of	specialist	resources	(short	term	project	staff)	 is	 hampered	 by	 the	 organisations	 drive	 for	 efficiency	 (organisational	
inhibitor).	Another	similar	organisational	inhibitor	reported	by	Jody	Foster	is	that	the	organisation	does	not	provide	access	to	all	staff	involved	in	the	project	once	the	project	 is	complete,	and	does	not	offer	 time	for	a	debrief	with	temporary	staff	during	 project	 execution	 (Jody	 Foster	 Focus	 Group	 line	 470).	 This	 type	 of	
organisational	 inhibitor	 leads	 to	 potential	 loss	 of	 important	 experience	 from	temporary	staff	involved	in	projects.	The	 project	 manager's	 desire	 for	 a	 continuous	 process	 to	 manage	 the	acquisition,	maintenance	 of	 experience	 is	 hampered	 by	 the	way	 organisations	cost	 projects.	 Most	 project	 budgets	 will	 not	 include	 billable	 time	 for	 staff	 to	participate	 in	 an	 on-going	 or	 final	 review	 to	 acquire	 individuals’	 project	experience	(Ken	Livingstone	line	87).	Most	organisations	do	not	provide	focused	technology	facilitation	such	as	an	 infrastructure	 to	 facilitate	 experience	 storage	 or	maintenance.	 This	 lack	 of	infrastructure	 makes	 it	 difficult	 for	 the	 individual	 project	 manager	 to	 make	project	 experience	 available	 to	 the	 organisation	 as	 project	 memory	 or	 in	 a	repository.		
“The	fact	is	what	you	want	to	express	or	your	feedbacks,	they	don’t	reach	
your	organisation.	(Jody	Foster	Focus	Group	line	913)	Consequently,	other	project	managers	 in	 the	organisation	are	unable	to	acquire	relevant	project	experience.	This	lack	of	infrastructure	leads	to	a	lack	of	transparency.	It	then	becomes	a	matter	of	luck	whether	shared	mental	models	at	the	organisational	level	develop,	because	such	experience	is	not	centrally	stored	to	benefit	all	project	managers	in	the	organisation	(Ken	Livingstone	line	442)	Project	managers,	however,	still	require	some	input	based	on	experience	and	utilise	informal	networks	to	help	their	quest	for	project	excellence.	Project	managers	 therefore	 often	 resort	 to	 informal	 networks	 amongst	 project	managers.	 These	 networks	 often	 take	 the	 project	 manager	 outside	 of	 the	
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organisation,	as	peers	working	in	similar	project	environments	(and	with	similar	challenges	and	domains)	are	more	likely	found	in	competing	organisations	than	within	the	project	manager’s	own	organisation	 (Clair	Dames	Focus	Group	 line	1239).	These	"communities	of	practice"	do	not	contribute	to	the	organisational	experience	 directly,	 but	 benefit	 the	 project	 manager	 and	 assist	 with	 positive	project	outcomes.	This	might	come	at	the	price	of	sharing	some	organisational	experience	beyond	the	boundaries	of	the	organisation	which	is	an	undesired	side	effect.	 The	need	for	such	a	formal	infrastructure	or	effective	informal	networks	is	 more	 prominent	 in	 large	 teams	 or	 organisations,	 because	 the	 string	 for	informal	 interactions	 has	 the	 ability	 to	 acquire	 experience	 in	 smaller	organisations.	 This	 is	 also	 explained	 in	 the	 literature	 through	 the	 exponential	growth	 of	 communication	 channels	 as	 the	 number	 of	 individuals	 involved	increase	(Cheney	et	al.	2010;	Kerzner	2013).	Technology	facilitation	is	required	to	facilitate	such	networks	in	larger	teams	or	organisations.	The	impact	of	these	organisational	inhibitors	does	little	to	motivate	project	managers	 or	 other	 project	 team	members	 to	 facilitate	 or	 promote	 experience	management	at	the	organisational	level.	
6.6.6	Organisational	inhibitors,	individual	challenges,	organisational	enablers	and	
individual	approaches	Achieving	excellence	 in	project	management	 requires	 continuously	and	successfully	managed	 projects	 (Kerzner	 2013;	 Crawford	 2001;	 Kerzner	 2010;	Kerzner	1987).	Managing	experience	at	the	organisational,	project	and	individual	levels	will	likely	contribute	to	project	success.	This	section	explores	the	positive	role	 that	 organisations	 play	 in	 facilitating	 experience	 management	 during	 IS	projects.	 This	 extends	 the	 outer	 shell	 of	Bergmann’s	 (2002)	model	 further,	 as	noted	in	section	6.5.5,	because	both	organisational	enablers	and	organisational	
inhibitors	relate	to	organisational	and	management	processes.	Bergmann	(2002)	does	not	provide	an	individual	perspective	on	how	individuals	contribute	to	the	acquisition	of	experience.	Kim	(1998)	provides	some	guidance	at	the	individual	level	because	the	model	refers	to	both	the	individual	and	collective	levels.	
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Organisational	inhibitors	can	potentially	prevent	organisational	enablers	in	 creating	 a	 management	 environment	 enabling	 experience	 acquisition.	 If	unresolved,	organisational	inhibitors	can	lead	to	lack	of	structure	that	in	turn	will	result	 in	 the	 loss	of	 experience	 (Ken	 Livingstone	 line	 167).	 A	 number	 of	 such	
organisational	inhibitors	are	detailed	in	section	5.1.1	and	6.5.5,	including	the	lack	of	a	budget	position	to	 fund	experience	management	and	the	 lack	of	 access	 to	temporary	 staff,	 etc.	 These	 issues	 potentially	 lead	 to	 the	 loss	 in	 acquisition	of	important	experience	from	temporary	staff	involved	in	projects.	Reducing	such	
organisational	 inhibitors	 is	 a	 prerequisite	 for	 organisational	 enablers.	 An	understanding	of	 critical	 issues	 is	 a	 requirement	determining	an	environment	leading	to	successful	management	of	IS	project	experience.		From	section	5.1.3	it	is	evident	that	the	co-researchers	did	not	consider	
organisational	 enablers	 to	 be	 part	 of	 the	 solution	 to	 the	 issues	 surrounding	project	 experience	 management.	 This	 research	 has	 identified	 organisations’	attempts	to	facilitate	the	acquisition,	storage	and	maintenance	of	experience	at	different	levels	of	the	organisation	and	through	a	number	of	different	approaches.	However,	none	of	the	co-researchers	saw	this	issue	as	resolved	or	could	recall	any	 fully	 functional	 organisational	 enablers.	 This	 section	 examines	 some	examples	 of	 these	 organisational	 enablers	 in	 more	 detail	 and	 assesses	 the	effectiveness	of	such	approaches	from	the	co-researchers’	perspective.	The	most	common	and	well-documented	approach	for	reviewing	projects	in	 the	 literature	 is	 the	 post-implementation	 review	 (Nicolaou	 2004).	 This	 is	considered	 the	 main	 instrument	 to	 understand	 what	 took	 place	 during	 the	execution	 of	 a	 project.	 The	 post-implementation	 review	 is	 not	 an	 explicit	experience	management	tool	but	 is	primarily	 focused	on	customer	satisfaction	(Clair	 Dames	 Focus	 Group	 line	 694).	 It	 is	 not	 designed	 to	 provide	 a	 critical	reflection	 of	 what	 worked	 well	 and	 what	 did	 not	 work	 well	 in	 the	 project	management	process,	nor	to	learn	from	the	experiences	during	a	specific	project.	The	 post-implementation	 review	 is	 often	 treated	 as	 a	 compliance	 exercise	 in	project	management,	and	the	documentation	for	the	post-implementation	review	is	filed	with	the	project	paperwork	(Ken	Livingstone	line	539).	Depending	on	the	
culture	 of	 the	 organisation,	 the	 post-implementation	 review	 is	 frequently	 not	
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budgeted	and	therefore	receives	minimal	attention	and	resources	(Clair	Dames	Focus	Group	line	1412).	Only	a	small	number	of	project	staff	are	involved	in	this	review	and	a	number	of	the	co-researchers’	organisations	chose	not	to	conduct	a	post-implementation	 review	 (Ken	 Livingstone	 line	 545).	 All	 co-researchers	agreed	that	the	post-implementation	review,	if	conducted,	was	customer	focused	and	 not	 a	 suitable	 instrument	 to	 facilitate	 the	 management	 of	 IS	 project	experience.	Some	of	the	co-researchers’	organisations	facilitated	a	process	called	the	“project	improvement	review”.	This	is	different	to	post-implementation	review	because	 it	 is	 not	 primarily	 focused	 on	 the	 project	 client	 satisfaction	 but	 on	process	improvement.	These	organisations	attempted	to	highlight	the	need	for	individuals	to	be	critical	about	the	project	and	to	assess	critically	the	project	to	learn	 from	 success	 and	 failure	 to	 ensure	 processes	 in	 future	 projects	 are	improved	(Trevor	Morgan	line	171).	This	approach	was	designed	to	overcome	the	 individual	 tendency	 to	 focus	primarily	on	successes	and	 to	 sweep	 failures	“under	the	carpet”	(Jody	Foster	Focus	Group	line	110).	This	has	the	potential	to	enable	 new	 experience	 knowledge	 to	 be	 acquired	 and	 incorporated	 into	individual	 and	 shared	 mental	 models,	 and	 thus	 project	 memory	 at	 the	organisational	 level.	 Trevor	 Morgan,	 Jody	 Foster	 and	 Zodiac	 Blumenthal	 saw	value	in	this	approach,	because	the	project	improvement	review	does	provide	a	forum	 for	 open	 and	 critical	 discussions.	 Nonetheless,	 Jody	 Foster	 and	 Zodiac	Blumenthal	conceded	that	it	lacks	full	stakeholder	involvement	and	only	a	small	group	of	the	project	team	were	typically	available	for	this	review.	The	limitations	with	regards	to	failure	and	the	timing	of	the	project	improvement	review	further	reduce	the	benefit	of	this	approach.	More	 recently	 some	of	 the	 co-researchers’	organisations	had	started	 to	explore	 Agile	 Project	Management	 as	 an	 alternative	 to	 traditional	 (PMBoK	or	PRINCE2	 based)	 project	 management	 methodologies.	 Tom	 Long	 (line	 68)	emphasised	that	experience	is	easier	to	facilitate	during	project	execution	in	Agile	Project	Management,	because	 in	 this	 approach	projects	are	broken	down	 into	smaller	(e.g.	often	two	weeks	long)	manageable	segments	called	‘sprints’.	Each	sprint	is	reviewed	through	the	instrument	of	a	retrospective	and,	because	of	the	
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proximity	in	time	and	the	active	involvement	of	the	whole	team	and	the	project	client,	the	experience	of	each	sprint	is	shared	and	applied	in	subsequent	sprints	(Rawsthorne	2004).	The	lean	aspect	of	agile	project	management	facilitates	an	environment	 with	 high	 interactivity,	 good	 communication	 and	 minimal	documentation	(Highsmith	2009).	These	organisational	enablers	can	enable	good	project	management	outcomes,	and	also	experience	management	within	an	agile	project	 team.	 Nonetheless,	 this	 methodology	 provides	 little	 motivation	 or	infrastructure	 to	manage	 project	 experience	 across	 project	 teams,	 different	 IS	projects	or	the	overall	organisation	(Tom	Long	line	541).	Organisational	enablers	must	change	the	culture	of	project	teams	to	acquire	new	experience	knowledge	from	across	all	agile	project	teams	before	experience	management	benefits	can	be	derived	from	sprint	cycles	and	Agile	Project	Management.	Some	 of	 the	 co-researchers’	 organisations	 had	 adopted	 a	 number	 of	different	approaches	to	facilitate	the	storage	and	maintenance	of	experience	in	an	attempt	to	overcome	some	organisational	inhibitors	and	individual	challenges	relating	to	 the	quick	turnaround	of	specialised	project	staff.	These	approaches	were	 not	 technology-based	 but	 were	 built	 around	 communication	 (Ken	Livingstone	 line	38).	Some	organisations	utilised	a	mentoring	approach	where	more	experienced	staff	met	with	new	arrivals	(Jody	Foster	Focus	Group	line	885),	both	project	managers	and	other	project	staff.	Other	organisations	ran	big	“town	hall”	 style	 meetings	 where	 staff	 working	 in	 similar	 areas	 or	 new	 staff	 were	encouraged	to	network	and	to	get	to	know	people	with	similar	interests	or	duties	within	 the	 organisation	 (Teresa	 Clarke	 line	 71).	 Claire	 Dames’s	 organisation	adopted	an	approach	where	a	number	of	specialised	senior	staff	were	available	for	project	managers	to	discuss	projects	and	draw	on	these	experiences	(Clair	Dames	 Focus	 Group	 line	 526).	 This	was	 designed	 to	 overcome	 the	 individual	
challenges	and	organisational	inhibitors	relating	to	the	departure	of	experienced	project	 staff,	 and	 was	 intended	 to	 contribute	 to	 acquiring,	 storing	 and	maintaining	 experience	 at	 the	 organisational	 level.	 This	 centralised	 ‘human’	experience	 acquisition	 and	 storage	 approach	 was	 seen	 as	 costly	 because	 it	requires	 time	of	very	senior	 staff.	 Further,	 it	 only	 stores	high-level	 experience	rather	than	operational	experience,	and	is	susceptible	to	bias	because	only	the	
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view	of	a	single	person	is	promoted	and	there	were	few	organisational	enablers	in	place	to	help	senior	staff	acquire	new	experience.	The	 co-researchers’	organisations	 tried	 to	use	 technology	 facilitation	 to	capture	 project	 outcomes	 and	 to	 record	 the	 formal	 data	 from	 projects	 in	databases	or	record	management	systems.	All	co-researchers	reported,	however,	that	some	individuals	resisted	the	use	of	such	systems,	because	the	systems	were	perceived	as	overheads	and	 little	value.	The	 structure	of	project	data	was	not	perceived	 as	 valuable	 or	 functional	with	 regards	 to	 helping	 project	managers	with	managing	the	acquisition,	storage	and	maintenance	of	experience.	Overall,	many	organisational	enablers	were	not	found	by	project	managers	to	contribute	to	the	effective	management	of	IS	project	experience.	
6.7 Towards	a	framework	of	understanding	The	emergent	six	elements	in	this	study,	and	their	interrelationships,	help	make	sense	of	the	management	environment	needed	for	the	acquisition,	storage	and	maintenance	of	IS	project	experience.	These	elements	extend	the	outer	shell	of	 Bergmann's	 (2002)	 model,	 which	 identifies	 the	 types	 of	 organisational	processes,	 at	 least	 in	 an	 abstract	 sense,	 needed	 for	 IS	 project	 experience	management.	The	model	does	not	describe	the	detail	nature	of	these	processes,	nor	the	individual	(project	manager)	perspective	and	how	they	(as	a	significant	actor)	can	apply	this	model	to	manage	experience	(during	IS	projects).		Kim's	 (1998)	model	 emphasises	 the	 importance	 of	 each	 individual	 and	their	 individual	 mental	 models	 to	 facilitate	 organisational	 learning	 and	developing	shared	mental	models.	This	model	sits	at	the	next	level	to	elaborate	on	Bergmann’s	outer	shell	by	providing	concepts	(especially	the	individual	and	shared	 mental	 models)	 on	 how	 organisational	 learning	 by	 individuals	 and	collectives	 can	 occur	 so	 that	 organisational	 memory	 is	 acquired,	 stored	 and	maintained.	 This	 includes	 the	 broader	 knowledge	 management	 concepts	 of	personalisation	and	codification	approaches	which	can	be	used	for	this	purpose.		 	
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My	conceptual	framework,	comprising	six	emergent	elements,	provide	a	link	 between	 Bergmann’s	 and	 Kim’s	 models.	 The	 elements	 constitute	 the	organisational	 level	 (Bergmann’s	 outer	 shell)	 and	 individual	 level	 (Kim’s	individual	and	shared	mental	models)	aspects	of	the	management	environment	needed	for	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	The	 six	 elements	 identified	 in	 this	 study	 using	 the	 hermeneutic	phenomenological	research	process	help	explain	the	complex	relationships	and	tensions	that	need	to	be	carefully	managed	to	create	an	environment	where	the	acquisition,	storage	and	maintenance	of	IS	project	experience	is	possible.	This	is	not	a	static	environment,	but	one	that	needs	to	be	adapted	to	each	project	context.	To	 synthesise	 and	 afford	 a	 better	 understanding	 of	 the	 way	 the	 six	elements	 of	 experience	 (organisational	 inhibitors,	 individual	 challenges,	
organisational	 enablers,	 individual	 approaches,	 technology	 facilitation	 and	
culture)	interact,	I	adapted	Engeström’s	notation	for	the	activity	system	diagram	(Engestrom	et	al.	1999;	Kaptelinin	and	Nardi	2012)	to	create	Figure	18.		
	
Figure	18:	Element	of	experience	relationships	We	 do	 not	 propose	 to	 apply	 activity	 theory	 in	 this	 research,	 and	 the	diagram	is	not	designed	to	understand,	 for	 instance,	 the	mental	capacity	of	an	individual.	Instead,	the	notation	Engeström	uses	is	a	good	representation	of	the	interconnectedness	of	the	six	elements	of	experience	and,	like	the	components	in	
Organisational issuesOrganisational facilitation
Individual issuesIndividual facilitation
Culture
Technology facilitation
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activity	theory,	this	depiction	shows	that	all	elements	in	our	findings	are	intended	to	 be	 descriptive	 and	 considered	 holistically	 and	 inseparably.	 A	 further	advantage	of	this	visual	representation	is	that	Figure	18	does	not	imply	that	one	element	has	any	strength	over	any	other	elements,	while	having	potential	to	show	how	these	elements	dynamically	 influence	each	other	 for	a	given	organisation.	Figure	18	presents	an	overview	of	these	abstract	two-dimensional	relationships	between	 the	 different	 elements	 of	 IS	 project	 experience	 management	 as	identified	in	this	research	project.	What	this	figure	illustrates	is	the	complex	relationship	between	the	key	elements	 that	 make	 sense	 of	 the	 management	 environment	 that	 needs	 to	 be	created	 for	 acquiring,	 storing	 and	 maintaining	 IS	 project	 experience.	 These	elements	are	in	a	constant	state	of	flux	due	to	the	unique	and	dynamic	nature	of	IS	projects,	and	to	the	temporary	organisational	structures	formed	to	manage	a	project	embedded	within	a	permanent	organisation.	This	research	has	revealed	the	fragility	of	environment	(non-)conducive	to	managing	IS	project	experience.	This	fragility	makes	it	impossible	to	guarantee	the	successful	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	But	at	the	same	time	this	research	has	 identified	 elements	 that,	 if	 calibrated	 fittingly,	 may	 enhance	 the	 existing	status	 quo	 and	 lay	 the	 foundations	 for	 more	 reflective,	 experience	 enabled	organisations.	Figure	18	shows	that	each	element	has	a	 relationship	with	every	other	element,	and	that	the	nature	and	(non-)alignment	of	these	relationships	directly	affects	 the	 ability	 to	 create	 a	 management	 environment	 for	 the	 acquisition,	storage	and	maintenance	of	IS	project	experience.	If	e.g.	the	issues	surrounding	the	acquisition	and	storage	of	experience	could	be	resolved	this	would	improve	the	 facilitation.	 The	 elements	 of	 experience	 and	 ideas	 that	 individuals	 have	developed	for	their	personal	facilitation	for	experience	acquisition	and	storage	should	 be	 analysed	 and	 were	 suitable	 become	 best	 practice.	 Experience	acquisition	and	storage	is	not	purely	based	on	a	few	key	individuals.	The	dynamic	between	 individuals	 and	 their	 facilitation	 needs	 to	 be	 taken	 into	 account	 and	must	be	translated	into	organisational	enablers.	Organisational	enablers	remain	a	key	challenge,	as	our	research	has	shown	that	it	is	not	perceived	very	effective	by	
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individual	project	managers.	 Individual	approaches	of	 experience	management	are	present	and	considered	critical	by	project	managers	but	in	return	does	little	to	benefit	the	wider	organisation.	The	phenomenon	under	 investigation	is	also	heavily	constrained	by	the	
culture	of	the	organisation	and	because	of	the	complexity	of	the	effective	capture,	storage	of	project	 experience	 technology	 facilitation	 is	 a	key	 influencer	 for	 the	success	of	any	experience	management	across	multiple	projects.	
6.8 Summary	This	chapter	presents	 the	results	of	 the	“Imaginative	Variation”	process	that	 identified	 and	 explored	 six	 elements	 (culture,	 technology	 facilitation,	
individual	 challenges,	 organisational	 inhibitors,	 individual	 approaches	 and	
organisational	enablers)	and	their	interrelationships	which	need	to	be	aligned	to	create	 a	 management	 environment	 to	 support	 IS	 project	 experience	management.	The	conceptual	framework	comprising	these	six	elements	makes	a	theoretical	contribution,	in	combination	with	concepts	from	Kim’s	organisational	learning	 model,	 by	 extending	 the	 outer	 shell	 of	 Bergmann’s	 model.	 The	integration	of	 these	models	and	concepts	help	make	sense	of	 the	management	environment	 needed	 so	 IS	 project	memory	 (or	 repositories)	 can	 be	 acquired,	stored	and	maintained.	The	conceptual	framework	also	links	bodies	of	literature	which	were	previously	largely	separate:	experience	management	literature	and	project	 management	 literature	 (including	 IS	 literature	 related	 to	 project	management).	Finally,	this	research	has	confirmed	the	importance	of	IS	project	experience	management	to	project	managers,	and	the	role	of	project	managers	in	managing	the	acquisition,	storage	and	maintenance	of	IS	project	experience.	Chapter	 7	 will	 synthesise	 the	 meaning	 of	 the	 six	 elements,	 and	 their	interrelationships,	into	an	essence	of	experience.	
	  
	 243	
Chapter 7 
Chapter	7 –	Essence	of	experience	
“Science cannot solve the ultimate mystery of nature. And that is because, in 
the last analysis, we ourselves are a part of the mystery that we are trying to solve.” 
(Planck 1937) 	
7.1 Introduction	The	 presentation	 of	 the	 project	 managers’	 (or	 co-researchers’)	experiences	 resulted	 in	 a	 detailed	 descriptive	 account	 of	 the	 benefits	 and	challenges	 they	 perceived	 regarding	 management	 environments	 for	 the	acquisition,	 storage	 and	 maintenance	 of	 experience	 during	 an	 IS	 project.	Following	 the	 hermeneutic	 phenomenological	 research	 process,	 I	 have	 peeled	away	 the	 layers	 of	 the	 mystique	 surrounding	 the	 management	 environment	needed	 for	 IS	 project	 experience	 management.	 Each	 account	 from	 the	 co-researchers	during	 the	hermeneutic	phenomenological	 approach	 resulted	 in	a	better	understanding	of	the	challenges	and	practices	with	their	(organisations’)	efforts	managing	 the	acquisition,	 storage	and	maintenance	of	 experience	 in	 IS	projects.	 Every	 single	 interview	 contributed	 to	 this	 understanding	 from	 the	perspective	 of	 IS	 project	managers.	 The	 textual-structural	 presentation	 of	 the	interviews	in	Chapter	4,	the	extensive	analysis	in	Chapter	5	and	the	synthesis	in	Chapter	 6	 identified	 various	 common	 themes	 that	 derived	 the	 essence	surrounding	 project	 manager	 perceptions	 of	 the	 environment	 needed	 for	managing	experience	in	IS	projects.	This	chapter	now	exposes	this	understanding	in	a	succinct	form	and	presents	the	synthesis	of	meaning,	a	discussion	of	findings	and	a	reflection	on	their	meaning.	The	 synthesis	 presented	 in	 the	 previous	 chapter	 is	 the	 result	 of	 the	phenomenological	 process	 investigating	 the	 management	 of	 experience	 in	 IS	projects	 from	 the	 perspective	 of	 project	 managers.	 The	 identification	 of	commonalities	 of	 experience	 for	 the	 phenomenological	 method	 has	 led	 to	 a	
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framework	 of	 understanding	 as	 described	 in	 section	 7.2	 (Humphrey	 1989;	Moustakas	1994).	This	 chapter	 represents	 the	pinnacle	of	hermeneutic	phenomenological	approach	because	it	documents	the	evolved	understanding	of	the	phenomenon.	
7.2 Essence	of	the	analysis	of	acquisition,	storage	and	maintenance	of	
project	experience	This	section	presents	the	essence	statement	of	the	co-researchers	views	and	 opinions	 which	 articulates	 the	 synthesised	 understanding	 at	 the	 time	 of	saturation,	which	was	reached	when	no	new	insights	on	issues	relevant	to	this	research	were	revealed.	This	essence	statement	was	derived	through	a	rigorous	research	 process	 following	 hermeneutic	 phenomenology	 to	 synthesise	 and	 to	provide	a	synopsis	of	all	thesis	findings,	as	well	as	to	highlight	the	contribution	of	this	research.	
7.2.1	Essence	statement	
The	 acquisition,	 storage	 and	 maintenance	 of	 IS	 project	 experience	 is	 a	
desirable	but	complex	phenomenon,	influenced	by	a	number	of	stakeholders	
and	processes.	As	an	increasing	number	of	organisations	rely	on	IS	project	
management,	project	managers	believed	IS	project	experience	management	
could	 be	 an	 important	 contributor	 to	 the	 competitive	 situation	 of	
organisations,	even	if	IS	project	management	only	plays	a	supporting	role.		
The	 IS	 project	 manager	 is	 recognised	 as	 having	 a	 significant	 role	 in	
management	 environments	 intended	 to	 acquire,	 store	 and	 maintain	
experience	during	an	 IS	project.	The	project	manager	plays	 a	key	 role	 in	
leveraging	project	experience	for	an	organisation	to	achieve	excellence	in	IS	
project	management.		
While	 existing	 approaches	 to	 managing	 experience	 do	 not	 work	 in	 the	
context	of	IS	project	management,	project	managers	will	acquire,	store	and	
maintain	 experience	 during	 IS	 projects	 despite	 organisational	 efforts	 to	
create	an	environment	to	manage	experience.	This	challenges	assumptions	
regarding	who	is	responsible	for	experience	management	and	who	are	the	
beneficiaries	 of	 project	 experience.	 It	 also	 raises	 questions	 about	 the	
strength	 of	 the	 project	 managers’	 affiliation	 with	 a	 host	 organisation,	
because	they	prefer	to	share	experiences	with	similar	project	managers	who	
may	work	for	competitors.	
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Key	elements	of	a	management	environment	for	the	acquisition,	storage	and	
maintenance	of	experience	during	an	IS	project	are:	individual	challenges	
and	organisational	inhibitors	that	inhibit	project	experience	management;	
individual	 approaches	 and	 organisational	 enablers	 that	 improve	 the	
effective	acquisition,	 storage	 and	maintenance	of	project	 experience;	and	
culture	and	technical	facilitation	which	be	either	inhibitors	or	enablers.	
The	 alignment	 of	 the	 relationships	 between	 individual	 challenges,	
organisational	 inhibitors,	 individual	 approaches,	 organisational	 enablers,	
culture	and	technical	facilitation	determines	the	effectiveness	and	maturity	
level	of	 the	management	environment	supporting	the	acquisition,	 storage	
and	 maintenance	 of	 IS	 project	 experience.	 This	 effectiveness	 is	 also	 a	
function	of	IS	project	managers	being	able	to	facilitate	stakeholder	buy-in,	
and	 of	 organisations	 developing	 adequate	 experience	 management	
processes.	Based	on	the	preliminary	framework	in	Figure	17	above,	the	elements	of	the	essence	statement	are	grouped	and	discussed	to	explain	their	dependencies	and	relationships.	
7.2.2	Managing	the	acquisition,	storage	and	maintenance	of	project	experience	is	
a	desirable	but	complex	phenomenon	The	first	 finding,	described	 in	more	detail	 in	section	6.1,	affirms	that	 IS	project	experience	management	is	relevant	and	desirable	for	project	managers	and	organisations	alike,	but	also	confirms	that	its	challenges	remain	unresolved.	From	 the	 perspective	 of	 project	 managers,	 an	 environment	 conducive	 to	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects	would	constitute	a	significant	benefit	for	future	projects,	and	will	assist	project	managers	and	their	organisations	on	the	path	to	project	maturity.	
7.2.3	The	project	manager	has	a	significant	role	in	managing	the	acquisition,	
storage	and	maintenance	of	IS	project	experience	The	 finding	 that	 project	 managers	 are	 the	 key	 entities	 involved	 in	 an	environment	 for	 managing	 the	 acquisition,	 storage	 and	 maintenance	 of	experience	 in	 IS	 projects	 (see	 section	 6.2)	 is	 hardly	 surprising,	 because	 they	occupy	 a	 central	 role	 when	 it	 comes	 to	 IS	 project	 management.	 The	 project	manager	is	the	only	individual	likely	to	be	involved	in	every	phase	of	the	project,	and	therefore	is	the	individual	most	likely	to	see	the	big	picture	of	the	project	and	identify	relevant	experience.	Furthermore,	the	project	manager	is	also	the	most	
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likely	person	to	benefit	from	managing	IS	project	experience.	
7.2.4	Acquisition,	storage	and	maintenance	of	IS	project	experience	will	occur	
despite	organisational	efforts	to	manage	experience	For	 project	 managers,	 the	 IS	 project	 is	 more	 important	 than	 their	organisation,	with	loyalty	frequently	only	extending	to	the	project	rather	than	the	organisation.	Section	6.3	explains	how	experience	gained	by	project	managers	rarely	 becomes	 organisational	 experience,	 and	 instead	 primarily	 benefits	 the	project	manager.	As	long	as	a	project	manager	remains	with	that	organisation,	their	 experience	 remains	 beneficial	 for	 that	 organisation.	 Nonetheless,	 this	experience	will	 likely	be	retained	only	by	the	project	manager	and,	even	 if	 the	project	manager	remains	with	an	organisation,	the	project	experience	might	still	be	 shared	 and	 exchanged	 with	 other	 project	 managers	 of	 competing	organisations.	 Organisational	 efforts	 expended	 on	 the	 managing	 IS	 project	experience	need	to	be	carefully	planned.	In	particular,	organisations	must	avoid	allocating	unnecessary	tasks	or	activities	 to	manage	experience,	which	may	be	perceived	as	bureaucratic	and	thus	discourage	project	staff	from	participating	in	a	meaningful	way.	 Inadequate	support	will	 further	prevent	 the	 involvement	of	staff	 from	 taking	 part	 in	 initiatives	 to	 manage	 the	 acquisition,	 storage	 and	maintenance	of	experience	in	IS	projects.		Section	 6.4	 explains	 that,	 in	 such	 instances,	 project	 experience	management	 will	 rarely	 benefit	 the	 organisation	 because	 experience	management	under	such	circumstances	is	only	managed	and	tightly	controlled	by	the	project	manager.	While	project	experience	is	facilitated	through	the	work	conducted	 by	 an	 organisation,	 this	 experience	 is	 mostly	 lost	 to	 the	 wider	organisation	and	instead	is	limited	to	the	project	manager.	The	project	manager	retains	the	benefit.	For	as	long	as	the	project	manager	continues	to	utilise	this	experience	for	the	benefit	of	an	organisation	this	might	not	be	a	major	issue	for	the	organisation	but	as	our	research	has	shown	project	managers	tend	to	be	loyal	to	 their	projects	 rather	 than	 the	organisation	and	project	manager	mobility	 is	high	between	organisations.	In	the	case	where	the	project	manager	moves	on	to	another	 organisation	 all	 such	 experiences	 lost.	 Also,	 project	 managers	 often	participate	 in	 communities	 of	 practice	 and	 experience	 gained	 within	 an	
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organisation	 could	 be	 shared	 with	 project	 managers	 working	 for	 competing	organisations.	 So,	 while	 formal	 ownership	 remains	 with	 an	 organisation	 the	benefit	 of	 such	 project	 experience	 is	 primarily	with	 the	 project	manager	 and	increases	the	project	managers	marketability.	
7.2.5	Key	elements	impacting	on	managing	the	acquisition,	storage	and	
maintenance	of	IS	project	experience	Six	 elements	 that	 impact	 on	 managing	 the	 acquisition,	 storage	 and	maintenance	 of	 experience	 in	 IS	 projects	 emerged	 through	 this	 research:	
organisational	inhibitors,	individual	challenges,	organisational	enablers,	individual	
approaches,	culture	and	technology	facilitation.	These	are	elaborated	on	next.	The	 first	 element,	 described	 in	 detail	 in	 section	 5.1.1,	 is	 organisational	
inhibitors.	 Organisational	 inhibitors	 are	 not	 deliberate	 processes	 or	 activities	implemented	by	an	organisation,	but	instead	are	issues	that	relate	to	the	way	an	organisation	 runs	 it	 IS	projects.	Organisational	 inhibitors	 impact	negatively	on	managing	the	acquisition,	storage	and	maintenance	of	experience	in	projects.	For	example,	organisations	do	not	provide	sufficient	time	or	funding	for	all	project	staff	 to	 participate	 in	 activities	 relating	 to	 project	 experience	 management.	Organisations	should	have	structures	in	place	to	minimise	issues	that	prevent	the	staff	 from	taking	part	 in	 initiatives	aimed	at	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.		The	next	element,	described	in	section	5.1.2,	is	individual	challenges,	which	refers	 to	 issues	 the	 project	 manager	 experiences	 with	 regard	 to	 IS	 project	experience	 management.	 This	 included	 issues	 with	 the	 availability	 of	 an	established	 methodology	 to	 support	 IS	 project	 experience	 management,	 the	introduction	or	 active	 encouragement	 of	 a	 reward	 system	 for	 the	 acquisition,	storage	 and	 maintenance	 of	 experience,	 and	 the	 implementation	 of	 an	infrastructure	to	support	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.  The	third	element,	as	presented	in	section	5.1.3,	is	organisational	enablers,	which	 is	a	complex	element.	This	research	 found	that	a	 level	of	organisational	
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facilitation	 is	 required	 to	 support	 managing	 experience	 in	 IS	 projects.	Organisations	 need	 to	 find	 a	 delicate	 balance	 between	 the	 type	 and	 level	 of	organisational	enablers	that	support	IS	project	experience	management.	There	is	a	relationship	between	the	demands	placed	on	individuals	in	IS	projects	and	their	level	of	preparedness	to	take	part	in	project	experience	management.	Too	few	or	too	many	organisational	 enablers	will	 reduce	 the	willingness	 of	 individuals	 to	participate	in	project	experience	management.	Organisational	enablers	can	have	many	 facets,	 including	 grassroots	 attempts	 to	 open	 communication	 channels,	facilitating	 access	 to	 domain	 experts,	 and	 providing	 a	 highly	 restrictive,	standardised,	mandatory	database	system	to	attempt	the	 formal	acquisition	of	project	experience.	As	shown	in	sections	6.3.1	and	6.3.2,	the	type	of	organisation,	and	the	nature	of	project	management	in	an	organisation,	plays	a	significant	role	in	determining	what	organisational	enablers	should	be	used	(and	their	likelihood	of	 success)	 when	 managing	 the	 acquisition,	 storage	 and	 maintenance	 of	experience	in	IS	projects.	
Individual	approaches	are	the	fourth	element,	described	in	more	detail	in	section	7.1.3.	 Individual	approaches	 have	emerged	as	 critical	 for	managing	 the	acquisition,	 storage	 and	 maintenance	 of	 experience	 in	 IS	 projects.	 Individual	
approaches	 to	 IS	 project	 experience	 will	 always	 take	 place	 in	 some	 manner,	regardless	(and	possibly	even	in	spite)	of	any	organisational	enablers	(see	section	7.1.4).	 Individual	 approaches	 can	 take	 various	 forms	 including	 very	 basic	archiving	of	email	communication,	through	to	the	sophisticated	use	of	technology	such	as	social	networks	and	databases.	Future	artificial	intelligence	tools	in	areas	such	 as	 text	 analytics	 were	 also	 identified	 as	 possible	 individual	 approaches.	Without	 individual	 approaches,	 it	 is	 unlikely	 there	 will	 be	 any	 significant	involvement	 by	 project	 staff	 in	 managing	 the	 acquisition,	 storage	 and	maintenance	of	experience	in	IS	projects.	Section	5.1.5	discusses	the	element	of	technology	facilitation.	Technology	
facilitation	influences	how	technology	is	used	as	part	of	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	Technology	facilitation	has	emerged	as	supporting	project	experience	management,	but	is	not	considered	the	driver	 and	 cannot	 guarantee	 successful	 project	 experience	 management.	 The	
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level	of	technology	facilitation	cannot	be	considered	as	an	effective	measure	for	project	experience	management	because	the	availability	and	use	on	its	own	do	not	result	in	effective	managing	of	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.		As	demonstrated	in	section	5.1.6,	culture	also	plays	a	significant	role	as	an	influencer	of	managing	 IS	project	 experience,	 and	especially	 the	acquisition	of	project	 experience.	 This	 is	 because	 the	 culture	 of	 an	 organisation	 and/or	 IS	project	team	will	have	a	significant	impact	on	the	level	of	involvement	in	efforts	to	 manage	 the	 acquisition	 of	 IS	 project	 experience.	 For	 example,	 many	organisations	 have	 a	 success	 oriented	 culture,	 so	 that	 experience	 relating	 to	project	 failure	 or	 mistakes	 is	 rarely	 communicated	 and	 often	 hidden.	 The	consequence	is	that	such	essential	aspects	of	project	experience	are	excluded.	
7.2.6	Aligning	the	relationships	between	individual	challenges,	organisational	
inhibitors,	individual	approaches,	organisational	enablers,	culture	and	technical	
facilitation	Each	of	the	six	elements	described	above	is	significant	by	themselves	but,	more	 importantly,	 all	 of	 the	 six	 elements	 relate	 to	 each	 other	 and	 influence	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	The	first	four	elements	(individual	challenges,	organisational	inhibitors,	individual	
approaches	 and	 organisation	 enablers)	 are	 directly	 interdependent	 and	 help	describe	the	ability	of	organisations	and	project	managers	to	manage	experience	in	IS	projects.	These	elements	have	both,	a	strongly	negative	or	positive	impact	on	 managing	 the	 acquisition,	 storage	 and	 maintenance	 of	 experience	 in	 IS	projects.		The	 elements	 of	 culture	 and	 technology	 facilitation	 are	 also	interdependent	and	have	a	relationship	with	all	the	other	elements.	These	two	elements	 influence	 the	 IS	project	 environment	broadly	and	 thus	have	a	direct	impact	on	individual	challenges,	organisational	inhibitors,	individual	approaches	and	 organisational	 enablers.	 This	 is	 because	 these	 latter	 four	 elements	 are	dependent	 on	 the	 IS	 project	 environment	 and,	 by	 extension,	 culture	 and	
technology	facilitation.	Unlike	the	latter	four	elements,	however,	both	culture	and	
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technology	 facilitation	 do	 not	 by	 themselves	 enable	 or	 inhibit	 managing	 the	acquisition,	storage	or	maintenance	of	experience	in	IS	projects.	Instead,	they	are	influencers	with	regards	to	the	elements	of	individual	challenges,	organisational	
inhibitors,	organisational	enablers	and	 individual	approaches.	Regardless	of	 the	difference	between	these	two	groups	of	elements,	all	six	elements	relate	to	each	other	 and	 affect	 managing	 the	 acquisition,	 storage	 and	 maintenance	 of	experience	in	IS	projects.	The	next	section	presents	a	framework	summarising	the	interrelationship	between	all	six	elements	and	explains	how	they	can	be	aligned	to	manage	the	acquisition,	 storage	and	maintenance	of	 experience	 in	 IS	projects.	The	 section	also	introduces	a	diagram	to	help	visualise	these	interrelationships.	
7.3 Final	conceptual	framework	for	understanding	for	the	alignment	
of	the	elements	This	 research	 has	 led	 to	 a	 final	 conceptual	 framework	 comprising	 six	elements	 (or	 major	 themes)	 synthesising	 project	 manager	 perceptions	 of	 the	benefits	of,	and	management	environment	needed	to,	acquire,	store	and	maintain	experience	 from	 an	 IS	 project:	 individual	 challenges,	 individual	 approaches,	
organisational	 inhibitors,	 organisational	 enablers,	 technology	 facilitation	 and	
culture.	 These	 six	 elements	 play	 a	 significant	 role	 in	 managing	 IS	 project	experience,	and	there	is	a	clear	relationship	between	them	all	elements	that	have	an	impact	on	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.		The	 following	 section	 explores	 these	 elements	 and	 explains	 how	 these	elements	 must	 be	 aligned	 to	 managing	 the	 IS	 project	 experience.	 A	 visual	representation	 of	 their	 interrelationships,	 as	 summarised	 in	 section	 7.1.7,	 is	depicted	in	Figure	18.	It	should	be	noted	this	diagram	is	only	intended	to	serve	as	a	 visual	 aid	 and	 is	 not	 in	 itself	 the	 framework.	 The	 framework	 comprises	 six	elements	 which	 serve	 as	 descriptive	 tools	 for	 explaining	 the	 benefits	 of,	 and	management	 environment	 needed	 to,	 acquire,	 store	 and	maintain	 experience	from	an	IS	project.	
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Figure	19:	Visual	representation	of	experience	management	in	IS	projects	The	 final	 conceptual	 framework	 is	 a	 synthesis	 of	 the	 interrelationships	among	six	elements	arising	from	the	perceptions	of	IS	project	managers,	taking	into	 account	 the	 role	 of	 the	 project	 manager	 or	 key	 project	 staff	 and	 the	organisation	in	this	context.	This	visual	aid	in	Figure	19	is	simplified	because	it	can	 only	 depict	 the	 abstract	 relationships	 among	 the	 six	 elements.	 In	 reality,	however,	the	constant	links	between	all	elements	will	be	in	a	state	of	complex,	dynamic	flux	at	a	point	in	time.		This	 six	 elements	 of	 the	 final	 conceptual	 framework	 synthesise	 the	complex	 environment	 that	 impacts	 upon	 project	 managers’,	 and	 their	organisations’,	 efforts	 to	 manage	 the	 acquisition,	 storage	 and	maintenance	 of	experience	 in	 IS	 projects.	 Given	 the	 dynamic	 nature	 of	 IS	 projects	 (with	 the	temporary	organisational	structure	that	represents	a	project	which	is	embedded	into	a	permanent	organisation)	these	elements	are	in	a	constant	state	of	flux.	The	 Venn	 diagram	 in	 Figure	 19	 aids	 visualising	 the	 interrelationship	between	the	individual	approaches,	organisation	facilitation,	individual	challenges	and	 organisational	 inhibitors.	 These	 four	 elements	 can	 block	 efforts	 of	organisations	and	individuals	(e.g.	project	managers)	to	manage	the	acquisition,	storage	 and	maintenance	 of	 experience	 in	 IS	 projects,	 which	 is	 why	 the	 four	elements	 are	 positioned	 between	 ‘IS	 project	 experience’	 on	 one	 side	 and	 the	
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‘organisation’	and	‘individual’	on	the	other.	The	proportion	or	extent	of	impact	of	the	four	elements	is	depicted	as	equal	in	size	in	the	diagram,	but	in	reality,	each	element	 can	 vary	 greatly	 between	 individuals	 and	 organisations,	 as	 well	 as	between	the	elements	themselves.	The	circles	mean	the	‘size’	of	each	element	can	vary	 to	 visualise	 the	 extent	 to	 which	 project	 managers	 perceive	 they	 impact	negatively/positively	on	managing	IS	project	experience	(see	examples	later).	The	 diagram	 also	 helps	 visualise	 the	 alignment	 needed	 for	 the	 six	elements	associated	with	managing	 IS	project	experience.	First,	organisational	
inhibitors	 and	 individual	 challenges	 should	be	at	 the	minimum;	and	 the	goal	 is	thus	to	reduce	the	proportional	size	of	the	organisational	inhibitor	and	individual	
challenges	parts	of	the	diagram.	Second,	if	the	efforts	of	facilitation	are	too	large	(i.e.	large	circles	for	organisational	enablers	and/or	individual	approaches),	they	will	 still	 inhibit	 IS	project	 experience	management.	Project	managers	perceive	that	managing	the	acquisition,	storage	and	maintenance	of	project	experience	is	best	 supported	 if	 the	 organisation	 has	 clear,	 effective	 and	 well-supported	structures	 and	 policies	 in	 place.	 Third,	 these	 organisational	 structures	 (or	enablers)	are	reliant	on	the	support	of	culture,	as	well	as	technology	facilitation,	to	manage	project	experience,	as	depicted	 in	the	diagram.	Fourth,	 the	diagram	shows	 a	 link	 between	 organisational	 culture	 and	 technology	 facilitation,	 and	
individual	challenges	and	approaches.	This	is	because	the	practices	of	individuals	regarding	(for	instance)	the	level	of	technology	use,	their	degree	of	openness	and	focus	on	their	own	success	are	intertwined	with	team	and	organisational	culture.	Similarly,	organisational	 inhibitors	and	enablers	reflect	high-level	 issues	which	will	 likely	have	an	adverse	 (or	positive)	 impact	on	organisational	culture.	The	diagram	does	not	have	a	direct	link	between	the	organisational	level,	and	culture	and	 technology	 facilitation	 because	 this	 relationship	 is	 manifested	 at	 the	individual	level	of	staff	who	collectively	comprise	the	organisation	and	its	social	structures.	The	 following	 three	 examples	 demonstrate	 how	 the	 conceptual	framework	(comprising	the	six	elements)	can	help	make	sense	of	the	challenges	project	 managers	 (or	 co-researchers	 in	 this	 study)	 experienced	 regarding	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	
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The	diagrams	serve	as	visual	aids	to	show	the	proportional	extent	of	impact	the	elements	 had	 in	 each	 scenario. The	 effective	 acquisition,	 storage	 and,	maintenance	of	project	experience	is	supported	by	both	technology	facilitation,	
culture	 as	 well	 as	 their	 relationship	 and	 the	 more	 refined	 and	 accepted	 the	technology	and	the	more	open	and	supportive	the	culture	the	more	the	remaining	four	elements	will	be	influenced	to	facilitate	project	experience	management.	
	
Figure	20:	Visual	representation	of	IS	project	experience	management	in	scenario	1	The	first	scenario	(visually	represented	 in	Figure	20)	reported	by	some	co-researchers	was	where	the	organisational	inhibitors	result	in	some	individual	
challenges	 but	 not	 to	 the	 same	 extent	 as	 the	 organisational	 enablers.	
Organisational	enablers	are	minimal	(small	text	size	in	the	circle)	while	IS	project	experience	is	managed	mostly	with	individual	approaches	(large	text	size	in	the	circle).	This	situation	often	occurs	in	organisations	where	project	management	is	not	core	to	the	organisation's	primary	purpose,	and	where	project	managers	and	key	project	staff	drive	the	IS	projects	supporting	the	organisation's	core	business.	This	means	there	are	minimal	organisational	enablers	and	some	organisational	
inhibitors	associated	with	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	The	project	manager	and	other	key	project	staff	manage	the	acquisition,	storage	and	maintenance	of	IS	project	experience	at	an	individual	level,	which	reduces	individual	challenges	(i.e.	this	is	why	‘challenges’	is	smaller	text	 in	 the	 diagram).	 Culture	 and	 technology	 facilitation	 influence	 this	
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environment	 and	 impact	 organisational	 enablers	 and	 inhibitors	 as	 well	 as	
individual	approaches	and	challenges.	For	this	example,	culture	and	technology	
facilitation	 enable	 the	 project	manager	 and	 other	 key	 staff	 to	manage	 project	experience	at	the	individual	level.	In	this	example,	the	management	environment	will	support	some	IS	project	experience	management.	The	second	scenario	(visually	represented	in	Figure	21)	reported	by	some	co-researchers	were	project-driven	organisations,	where	organisational	enablers	become	 significant	 when	 organisational	 inhibitors	 are	 still	 present	 but	 not	overbearing	 (large	 text	 size	 in	 the	 circle).	 This	 is	 because	 project-driven	organisations	invest	more	to	acquire	IS	project	experience	and	because	managing	this	 experience	 is	 recognised	 by	 organisations	 as	 being	 part	 of	 their	 core	business.	
	
Figure	21:	Visual	representation	of	IS	project	experience	management	in	scenario	2		Organisational	inhibitors	are	not	resolved,	but	they	are	not	so	extreme	as	to	prevent	any	IS	project	experience	management	from	being	undertaken	in	these	organisations.	Individual	challenges	remain	present,	but	the	extent	of	the	impact	will	depend	on	the	level	of	standardisation	of	the	projects	in	these	organisations.	If	standardisation	levels	are	high,	then	individual	challenges	will	mainly	be	due	to	key	 individuals	 and	 project	 managers	 in	 these	 organisations	 perceiving	
organisational	 enablers	 and	 organisational	 inhibitors	 to	 be	 overbearing	 and	
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cumbersome.	 The	 organisational	 enablers	 will	 not	 fully	 replace	 individual	
approaches	in	project-driven	organisations	because	individuals	will	still	strive	to	remain	 in	 control	 of	 managing	 their	 IS	 project	 experience.	 For	 this	 reason,	
individual	approaches	will	still	be	present	but	will	not	be	significant	relative	to	
organisational	 enablers	 and	 inhibitors.	 In	 this	 example	 culture	 and	 technology	
facilitation	support	significant	organisational	enablers	but	in	addition	they	also	foster	an	environment	with	organisational	inhibitors	and	significant	challenges	at	the	individual	level.	The	overall	management	environment	is	not	favourable	for	the	acquisition,	storage	and	maintenance	of	IS	project.	The	 final	 scenario	 (visually	 represented	 in	 Figure	 22)	 is	 where	 all	elements	 are	 aligned	 to	 facilitate	 managing	 the	 acquisition,	 storage	 and	maintenance	 of	 project	 experience.	 This	 is	 an	 ideal	 scenario	 which	 no	 co-researchers	 in	 this	 study	 had	 encountered.	 In	 this	 scenario,	 technology	 and	
culture	would	fully	support	IS	project	experience	management.	Technology	would	be	able	to	represent	acquired	experience	in	a	way	that	can	be	stored	easily,	as	well	as	automatically	maintained	or	cross-referenced	with	additional	experience	as	 and	 when	 it	 is	 acquired.	 The	 culture	 of	 the	 organisation	 would	 be	 fully	supportive	of	IS	project	experience	management,	where	an	open	and	transparent	acquisition	 of	 new	 experience	 knowledge	 is	 rewarded	 even	 if	 it	 highlights	shortcomings	of	individuals	and	possibly	even	superiors.	All	six	elements	would	remain	related	to	each	other,	with	little	overlap	between	individual	approaches,	
individual	 challenges,	 organisational	 inhibitors	 and	 organisation	 facilitation.	Depending	 on	 the	 drivers	 of	 IS	 project	 experience	 management,	 individual	
approaches	 would	 be	 dominant	 (hence	 large	 text	 size	 in	 Figure	 22).	 This	 is	because	 project	 managers	 and	 key	 project	 staff	 would	 be	 the	 ones	 largely	responsible	for	managing	the	acquisition,	storage	and	maintenance	of	IS	project	experience.	 Organisational	 enablers	 would	 still	 be	 significant	 relative	 to	
organisational	inhibitors	and	individual	challenges	(hence	‘enablers’	is	larger	text	size	 in	 the	 figure).	 Nonetheless,	 project	 managers	 and	 team	members	 would	rarely,	 if	 ever,	 consider	 organisational	 efforts	 sufficient.	 This	 is	 because,	 for	instance,	the	project	manager's	desire	for	project	excellence	would	always	ensure	that	project	experience	is	available	to	them	regardless	of	organisational	efforts	
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or	 their	 affiliation	 with	 a	 specific	 organisation.	 Further,	 the	 second	 scenario	earlier	 emphasises	 that	 alignment	 of	 the	 six	 elements	 require	 organisational	facilitators	to	be	introduced	without	being	overbearing	for	project	staff.	(These	reasons	 are	 why	 ‘enablers’	 is	 smaller	 text	 than	 ‘approaches’	 in	 Figure	 22.)	
Organisational	 inhibitors	 and	 individual	 challenges	 should	 be	 reduced	 to	 the	smallest	possible	level.	These	elements	will	not	disappear	because,	regardless	of	the	level	of	maturity	of	IS	project	experience	management	in	organisations,	there	will	always	be	some	issues	that	remain	and	will	drive	continuous	improvement.	
	
Figure	22:	Visual	representation	of	IS	project	experience	management	in	scenario	3	This	 relationship	 reveals	 the	 fragility	 of	 an	 environment	 conducive	 to	project	 experience	 acquisition.	This	 fragility	makes	 it	 impossible	 to	 guarantee	successful	experience	acquisition	in	projects,	but	at	the	same	time,	this	research	has	 identified	 elements	 that,	 if	 calibrated	 correctly,	 will	 enhance	 the	 existing	status	quo	and	lay	the	foundations	for	more	reflective	organisations.	Overall	 my	 research	 has	 shown	 there	 are	 complex	 interrelationships	among	 six	 elements	 (individual	 challenges,	organisational	 inhibitors,	 individual	
approaches	and	organisational	facilities,	underpinned	by	culture	and	technology	
facilitation)	 making	 it	 challenging	 to	 manage	 IS	 project	 experience.	 If	 these	barriers,	as	perceived	by	project	managers,	can	be	resolved	then	this	will	improve	the	 ability	 of	 project	 managers	 and	 organisations	 to	 manage	 IS	 project	
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experience.	This	study	emphasises	that	the	elements	and	ideas	that	individuals	have	 developed	 to	manage	 their	 personal	 experience	 in	 IS	 projects	 should	 be	analysed	and,	were	suitable,	become	best	practice.	However,	managing	IS	project	experience	 is	 not	 purely	 achieved	 by	 a	 few	 key	 individuals	 such	 as	 project	managers.	 For	 this	 reason,	 it	 is	 important	 to	manage	 the	 collective	 individual	experiences	of	all	stakeholders	in	the	organisational	context	and	thus	this	means	
organisational	 enablers	 need	 to	 be	 developed	 to	 further	 improve	 IS	 project	experience	 management	 in	 this	 context.	 Organisational	 enablers	 remain	 the	biggest	 challenge	 and	 are	 not	 perceived	 by	 project	managers	 (at	 least	 in	 this	study)	to	be	very	effective.	 Individual	approaches	used	by	project	managers	to	manage	 experience	 in	 IS	 projects,	 in	 return,	 do	 little	 to	 benefit	 the	 wider	organisation.	 These	 efforts	 are	 also	 heavily	 constrained	 by	 the	 ‘culture’	 of	 the	organisation.	Further,	 the	 complexity	of	 the	managing	 the	acquisition,	 storage	and	maintenance	of	experience	in	IS	projects	means	that	‘technology	facilitation’	is	a	key	influencer.	
7.4 Reflection	on	the	essence	findings	In	this	section,	I	reflect	on	some	of	the	findings	of	this	research	and	consider	some	of	the	subtle	issues.	The	nature	of	this	qualitative	exploratory	study	means	the	collected	data	 is	 very	 rich	and,	 therefore,	 there	 is	no	 intention	 to	present	any	quantified	findings	because	it	would	not	do	justice	to	this	wealth	of	data.	
7.4.1	The	element	interdependence	paradox	Each	of	the	six	elements	of	the	final	conceptual	framework	identified	through	this	research	is	interdependent.	Some	elements	are	closely	related,	and	any	variation	in	any	of	 the	six	elements	will	present	potential	barriers	 for	project	managers	trying	 to	manage	 the	acquisition,	 storage	and	maintenance	of	 experience	 in	 IS	projects.	These	relationships	are	complex,	and	the	element	relationships	must	be	optimised	for	the	contexts,	organisations	and	individuals	involved	in	managing	IS	project	experience	at	a	specific	point	in	time.	What	has	emerged	during	this	study	is	the	complex	challenge	of	balancing	each	of	the	six	elements,	because	it	would	 require	 continuous	 optimisation	 to	 improve	 managing	 the	 acquisition,	
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storage	and	maintenance	of	experience	in	IS	projects.	The	 findings	 suggest	 this	 is	 particularly	 true	 for	 the	 elements	 of	 individual	
approaches,	 individual	 challenges,	 organisation	 facilitation	 and	 organisational	
inhibitors.	This	is	because	there	is	no	set	maximum	level	of	an	element	that	needs	to	 be	 achieved.	 For	 example,	 maximising	 organisational	 enablers	 could	potentially	increase	organisational	inhibitors	and	individual	challenges	and,	thus,	compromise	the	desired	outcome.	Further,	minimising	organisational	inhibitors	and/or	 individual	 challenges	 does	 not	 automatically	 translate	 into	 optimised	
organisational	 enablers	 and/or	 individual	 approaches.	 Indeed,	 the	 complete	absence	of	organisational	inhibitors	and/or	individual	challenges	will	only	reduce	the	effectiveness	of	managing	IS	project	experience	in	the	long-term,	because	the	presence	of	issues	encourages	continuous	improvement	underpinning	IS	project	experience	 management.	 The	 same	 complex	 relationship	 exists	 between	organisational	and	individual	approaches	because,	while	these	can	be	increased	in	 parallel,	 maximising	 individual	 approaches	 could	 negatively	 impact	
organisational	enablers	and	vice	versa.	The	interdependence	of	each	element	will	also	be	dependent	on	the	specific	context	 in	which	IS	projects	are	undertaken,	and	thus	remain	in	constant	flux.	The	two	elements	technology	facilitation	and	culture,	and	their	interrelationship	with	each	other	and	the	other	elements,	were	important	and	complex.	Optimising	these	two	elements	will	positively	impact	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	This	should	not	be	misinterpreted	as,	for	 example,	 technology	 facilitation	 needing	 to	 be	 maximised	 through	 the	adoption	of	complex	or	expensive	technology.	On	the	contrary,	the	findings	of	this	study	suggest	 this	would	be	oversimplifying	the	 issue	because	overreliance	on	technology	could	negatively	impact	individual	challenges,	individual	approaches,	
organisational	inhibitors	and	organisational	enablers,	as	well	as	culture.	However,	technology	 that	 is	 focused	an	experience	management,	well-designed,	 easy-to-use,	managed	competently,	etc	will	likely	have	a	positive	impact	on	managing	the	acquisition,	 storage	 and	 maintenance	 of	 experience	 in	 IS	 projects.	 Similarly,	optimising	the	organisational	culture	 to	be	 inclusive,	open	to	criticism,	etc	will	also	likely	assist	with	managing	IS	project	experience.	
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This	 research	 was	 not	 intended	 to	 identify	 or	 provide	 a	 template	 for	effective	managing	of	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	Instead,	the	aim	was	to	explore	project	manager	perceptions	of	the	benefits	of,	and	management	environment	needed	to,	acquire,	store	and	maintain	experience	 from	 an	 IS	 project.	 The	 findings	 of	 this	 study	 will	 thus	 assist	organisations	 and	 individuals	 by	 providing	 a	 better	 understanding,	 of	 the	complexity	 surrounding	managing	 IS	 project	 experience.	 The	 final	 conceptual	framework	 identifies	 the	 key	 elements	 that	 impact	 upon	managing	 IS	 project	experience,	and	that	need	to	be	the	focus	of	interventions	or	solutions	aimed	at	improving	 the	management	 of	 the	 acquisition,	 storage	 and	maintenance	 of	 IS	project	experience.	
7.4.2	Reflection	on	Hermeneutic	distance		The	 academic	work	with	my	 co-researchers	 has	 been	 an	 engaging,	 enjoyable,	enlightening	and	sometimes	confusing	endeavour.	As	an	academic	working	with	practitioners,	 I	often	 found	that	 the	 language	we	used	differed.	 In	 fact,	project	managers’	jargon	implied	some	tacit	knowledge	that	was	often	taken	for	granted.	Fortunately,	 I	had	the	privilege	of	working	 in	project	management	 in	 industry	prior	to	becoming	an	academic,	and	therefore	this	aspect	was	less	confusing	than	it	might	 have	 been.	 This	might	 have	 assisted	me	 to	 deal	with	what	 Gadamer	(2004)	refers	 to	as	"distance"	because	my	co-researchers	and	I	communicated	with	the	expectation	of	no	significant	distance	and	therefore	we	communicated	as	if	there	was	none.	This	did	not	completely	free	me	from	the	phenomenological	Epoché	because	I	was	conscious	of	my	pre-judgement,	biases	and	preconceptions	around	ideas	and	things	relating	to	the	(IS)	project	management	field.	Supported	by	the	views	of	Heidegger	(1976)	and	Gadamer	(2004),	I	embraced	my	awareness	of	a	particular	bias	at	the	beginning	of	my	research	(see	sections	4.2,	4.3.2,	4.4.2,	4.5	and	8.6).	I	thus	managed	to	avoid	undue	emphasis	on	such	bias.	This	permitted	my	co-researchers	and	me	to	free	ourselves	from	Husserl’s	postulate	of	 free	presupposition	of	 real	 existence,	 and	 instead	 to	engage	 in	an	inspired	exchange	of	advanced	topics	for	an	unhindered	emergence	of	views.	
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7.4.3	Reflection	on	the	research	process	My	 research	 was	 conducted	 through	 hermeneutic	 phenomenological	enquiry,	and	the	associated	methodology	(detailed	 in	chapter	3)	was	 followed	rigorously	 (Moustakas	 1994).	 While	 phenomenology	 is	 descriptive	 in	 nature,	hermeneutic	phenomenology	becomes	interpretative	and	is	particularly	rigorous	(van	Manen	 1990).	 The	 application	 of	 a	 rigorous	methodology	 enabled	me	 to	enrol	co-researchers	from	a	diverse	set	of	organisations,	deal	with	my	personal	bias	and	gain	a	deep	understanding	of	the	topic	under	investigation.	The	outlined	process	was	strictly	 followed	throughout	data	collection,	 transcription,	coding,	thematic	 analysis	 and	 then	 through	 to	 the	 final	 essence	 in	 this	 chapter.	 This	process	supports	complete	transparency	and	replication.	My	biases	and	prejudices	have	been	explicated	and	addressed	throughout	the	 data	 collection	 process	 using	 the	 principles	 outlined	 by	 Klein	 and	 Myers	(1999).	 The	 findings	 presented	 in	 this	 thesis	 is	 thus	 a	 true	 and	 accurate	representation	of	the	actual	data	collection	process.	To	 achieve	 saturation,	 I	 underwent	 a	 number	 of	 hermeneutic	 cycles.	Through	 a	 comprehensive	 literature	 review,	 I	 gained	 deep	 insights	 into	experience	management	 in	 the	 context	 of	 project	management	 and	 IS	 project	management	in	particular.	During	the	initial	focus	group,	the	interviews	and	the	evaluation	 cycles	 I	 am	 sure	 I	 (as	 the	 interviewer)	 did	 not	 in	 any	way	 unduly	influenced	 the	 co-researchers	 lived	 experiences	 and	 the	 way	 these	 were	articulated	 and	 communicated.	 All	 transcripts	 were	 an	 accurate,	 verbatim	representation	 of	 the	 co-researchers’	 accounts.	 All	 conclusions	 I	 draw	 and	propose	are	the	result	of	a	thorough	and	critical	study	of	alternatives.	The	essence	statement,	 and	 the	 associated	 framework	 of	 understanding	 in	 section	 7.2	 can	both	be	linked	to	the	pertinent	transcript	and	attributed	to	a	specific	or	a	group	of	co-researchers,	as	illustrated	throughout	the	analysis	such	as	by	using	section	number	cross-referencing	in	one	chapter	to	the	preceding	chapter(s).	
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7.5 Summary	Through	the	hermeneutic	process	of	reflecting	on	emergent	 themes,	six	key	elements	have	been	identified,	with	significant	interplay	among	them,	which	have	 an	 impact	 on	 managing	 the	 acquisition,	 storage	 and	 maintenance	 of	experience	in	IS	projects	from	the	perspective	of	project	managers.	These	 findings	 bridge	 an	 important	 gap	 in	 the	 literature	 and	 reveal	significant	 complexity	 surrounding	 the	 issues	 of	 managing	 experience	 in	 IS	projects.	 It	has	been	established	 that	project	management	 is	 a	highly	dynamic	domain	and	therefore	very	difficult	to	standardise.	The	findings	reveal	significant	relationships	between	issues	and	facilitation	and	identify	the	different	levels	at	which	 experience	 in	 IS	 projects	 must	 be	 managed.	 Organisations	 attempt	 to	facilitate	 managing	 IS	 project	 experience,	 but	 the	 issues	 organisations	 and	individual	 project	 manager’s	 face	 mostly	 prevents	 this	 from	 occurring	 and	frequently	 forces	 project	 managers	 to	 manage	 the	 acquisition,	 storage	 and	maintenance	 of	 their	 own	 experience	 in	 parallel	 to	 the	 attempts	 of	 their	organisation.	The	culture	within	the	organisation	and	technology	facilitation	also	play	 a	 significant	 role	 in	 supporting	 and	 facilitating	 IS	 project	 experience	management.	IS	project	experience	management	has	emerged	as	being	a	complex	and	dynamic	 problem	 with	 no	 single	 guaranteed	 solution.	 Nonetheless,	 there	 is	potential	 for	 aligning	 the	 six	 elements	 that	 can	 help	 manage	 the	 acquisition,	maintenance	and	storage	of	experience	in	IS	projects.	The	 following	 Chapter	 8	 will	 present	 an	 evaluation	 of	 the	 essence	 of	meaning	and	the	framework	of	understanding	presented	in	this	chapter.	 	
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Chapter 8 
Chapter	8 -	Evaluation	
“True genius resides in the capacity for evaluation  
of uncertain, hazardous, and conflicting information”
(Churchill cited in Langworth 2017)  	
8.1 Introduction	This	chapter	further	enhances	the	study	by	presenting	an	evaluation	of	the	synthesised	 commonalities	 (i.e.	 the	 six	 key	 elements	 of	 the	 final	 emergent	conceptual	framework)	that	comprise	of	the	essence	of	meaning,	as	presented	in	the	previous	chapter.	The	evaluation	in	this	chapter	should	not	be	confused	with	the	simple	evaluation	of	data	and	findings	often	conducted	in	qualitative	studies	involving	 follow-up	 interviews	with	 co-researchers.	 Instead,	 evaluation	 in	 this	chapter	 is	 intended	 to	 determine	 if	 co-researchers	 believe	 that	 the	 essence	 of	meaning	 and	 the	 final	 conceptual	 framework	 adequately	 synthesises	 the	challenges	 (and	 facilitators)	associated	with	managing	 the	acquisition,	 storage	and	maintenance	of	experience	in	IS	projects.	For	this	purpose,	I	decided	to	follow	Moustakas	(1994)	where	he	refers	to	Humphrey	(1991)	as	"a	good	example	of	validation	of	data".	This	approach	in	the	context	of	my	study	involved	putting	the	synthesised	commonalities	to	a	group	of	independent,	experienced	project	managers	in	different	countries	or	domains	for	evaluation.	 I	 initiated	 the	evaluation	with	 four	 co-researchers	 in	Australia,	Germany,	 the	 UAE	 and	 India.	 This	 international	 approach	 was	 adopted	 to	facilitate	an	evaluation	across	cultural	boundaries	and	domain	biases,	with	the	aim	to	evaluate	the	relevance	and	usefulness	of	the	synthesised	commonalities.	The	following	sections	detail	the	evaluation.	Section	8.1	provides	a	brief	introduction	 to	 the	 co-researchers,	 followed	by	 the	 self-evaluation	of	personal	bias	 I	wrote	before	 conducting	 this	 evaluation	 (section	8.6).	The	 final	 sections	
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present	a	summary	of	the	actual	evaluation	(sections	8.2	to	8.5).	
8.2 Evaluation	co-researchers	It	 was	 important	 to	 ensure	 a	 broad	 perspective	 from	 the	 enlisted	 co-researchers	to	evaluate	the	synthesised	commonalities.	All	co-researchers	for	the	first	 and	 second	 hermeneutic	 cycles	 were	 based	 in	 Australia	 and	 worked	 in	Australian	 organisations.	 They	 all	 had	 spent	 most	 of	 their	 professional	 lived	experience	 in	 an	 Australian	 context	 and	 Australian	 organisations.	 I	 therefore	decided	 it	was	 important	 to	 add	 an	 international	 perspective	 by	 enrolling	 co-researchers	outside	Australia	 to	determine	 if	 the	 synthesised	commonly	were	relevant	beyond	Australia.	All	co-researchers	are	participating	in	the	evaluation	needed	to	satisfy	the	same	selection	criteria	used	for	the	co-researchers	in	the	earlier	phenomenology	cycles.	That	is,	they	needed	to	have	significant	experience	in	leading	IS	projects	and	had	to	have	worked	across	multiple	IS	projects.	Table	19	below	includes	an	anonymised	overview	of	the	co-researchers	who	participated	in	the	evaluation,	including	their	general	industry,	gender,	an	approximation	 of	 their	 industry	 experience	 and	 the	 data	 collection	 cycle.	 The	table	also	includes	the	country	of	their	project	experience.	
Table	19:	Co-researchers	for	evaluation	
# Alias Initial Gender Industry Experience Country Cycle 
1 Sophie Nicolas SN female Health IS 20 years Australia Evaluation 
2 Fouad Bari FB male Industry support 15 years UAE Evaluation 
3 Venki Sharma VS male Software 6 years India Evaluation 
4 Ben Pfeifer BP male Analytics 10 years Germany Evaluation 
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8.3 Relevance	and	complexity	of	managing	experience	in	IS	projects	The	 co-researchers	 participating	 in	 the	 evaluation	 all	 agreed	 that	experience	 management	 in	 IS	 projects	 was	 of	 significant	 interest	 for	 their	organisations,	which	confirmed	the	finding	in	sections	6.1	and	7.1.2.	The	general	consensus	 was	 that	 experience	 management	 was	 very	 useful	 and	 would	positively	impact	the	co-researchers’	organisations.		
So,	having	this	information	available	to	me	apart	from	whatever	has	been	
published	would	be	invaluable.	(Sophie	Nicolas	line	376)	It	was	generally	acknowledged	that	managing	IS	project	experience	was	a	complex	problem	that	was	unresolved	in	their	organisations,	thus	confirming	the	finding	 described	 in	 section	 6.1.	 Managing	 the	 acquisition,	 storage	 and	maintenance	of	experience	in	IS	projects	were	never	the	primary	driver	during	the	project	closure	process.	Project	closure	usually	occurred	when	the	client	or	customer	was	happy	with	the	project	delivery,	at	which	point	the	acquisition	of	experience	in	IS	projects	only	played	a	minor	role	(Venki	Sharma	line	132).	It	 was	 pointed	 out	 that	 some	 organisations	 used	 database	 systems	 to	capture	 general	 information	 on	 IS	 projects	 (e.g.	 staff	 details,	 project	 plans	 or	procurement	 information).	 Nonetheless,	 as	 shown	 in	 this	 research	 previously	(see	 sections	 6.5.2),	 these	 information	 capture	 approaches	 did	 not	 solve	 the	problem	of	experience	management.	Instead,	this	was	only	the	first,	insufficient	step	on	the	path	to	IS	project	experience	management.	The	way	information	was	acquired	(and	subsequently	stored	and	maintained)	remained	problematic.	In	fact,	the	importance	of	organisational	enablers	was	explicitly	confirmed	by	the	co-researchers,	because	experience	management	in	IS	projects	required	a	structured,	organised	approach	to	be	effective.	
“[…]	so	basically,	 I	do	totally	agree	with	that	 if	the	organisation	wants	 to	
have	 an	 easier	 way	 to	 manage	 their	 projects	 and	 making	 sure	 the	 best	
delivery	 possible	 every	 time,	 they	 need	 to	 learn	 from	 the	 mistakes	 done	
previously,	improving	the	efficiency	the	cost	margins.	The	organisation	has	
to	start	on	its	own	by	getting	systems	in	place	for	people,	for	individuals	to	
fill	 in	the	data	that	is	needed	for	future	projects	to	be	referenced	to	and	if	
they	 just	 leave	 it	 to	 individuals,	 I	 do	 not	 see	 it	 working	 from	 personal	
experience.”	(Fouad	Bari	line	81)	
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All	four	co-researchers	confirmed	the	finding	in	section	6.1	that	there	was	no	functional	model	to	manage	IS	project	experience	in	any	of	the	organisations	with	 which	 they	 had	 been	 involved.	 All	 co-researchers,	 as	 well	 as	 their	organisations,	 had	 the	 desire	 to	 acquire,	 store	 and	maintain	 experience	 in	 IS	projects.	 Nonetheless,	 there	 was	 no	 single	 approach	 that	 went	 further	 than	capturing	 information	 in	 a	 database-like	 tool	 to	 keep	 personal	 records	 of	individuals’	 experience.	As	a	 result,	 experience	management	was	either	highly	personalised	and	centred	around	the	project	manager,	or	it	was	centralised	with	associated	problems	with	the	entry	and	analysis	of	unstructured	data.	On	reflection	of	the	problem	context,	all	co-researchers	in	this	evaluation	concluded	that	managing	the	acquisition,	storage	and	maintenance	of	experience	in	 IS	 projects	 was	 highly	 desirable,	 but	 was	 unresolved	 and	 very	 complex.	 If	managing	 the	 acquisition,	 storage	 and	 maintenance	 of	 experience	 could	 be	achieved	effectively,	the	co-researchers	believed	this	would	greatly	contribute	to	future	 IS	 project	 success.	 Further,	 they	 believed	 that	 any	 efforts	 that	 helped	increase	 understanding	 of	 how	 to	 support	 the	 path	 to	 IS	 project	 experience	management	would	be	beneficial.	
8.4 Sizing	up	the	role	of	project	managers	in	managing	IS	project	
experience	Our	research	confirmed	the	findings	in	sections	6.2	and	7.1.3	that	the	co-researchers,	 as	 project	 managers,	 believed	 they	 had	 a	 key	 role	 to	 play	 in	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	The	 project	 manager	 was	 often	 seen	 as	 the	 only	 constant	 across	 the	 whole	project,	as	the	only	individual	with	a	high-level	view	of	the	whole	project,	and	as	someone	with	operational	involvement	in	IS	projects.	We,	therefore,	confirmed	the	finding	in	section	6.2	that	the	project	manager	must	play	a	significant	role	in	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects,	and	that	 the	 formal	or	 informal	management	of	 IS	project	experience	must	be	explicitly	or	 implicitly	delegated	 to	project	managers.	Co-researchers	believed	the	 assumption	 that	 project	 managers	 were	 the	 embodiment	 of	 project	experience,	and	that	their	experience	should	be	acquired,	stored	and	maintained.	
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The	co-researchers	in	this	study	were	all	experienced	IS	project	managers,	so	it	was	highly	unlikely	they	would	not	see	themselves	as	having	a	significant	and	central	role	in	the	context	of	project	management.	However,	this	study	did	not	explore	the	importance	of	their	role	as	project	managers.	Instead,	it	focused	on	the	co-researchers’	perception	of	their	responsibility	for,	and	their	practice	of,	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	This	 research	has	 shown,	 in	 section	6.2	and	 through	evaluation	 co-researcher	confirmation,	that	their	sense	of	responsibility	is	not	a	given.	This	is	because	none	of	 the	co-researchers’	organisations	had	any	 formal	requirement	that	required	project	 managers	 to	 take	 on	 the	 responsibility	 for	 experience	 management.	Further,	 this	 study	 (see	 section	 6.2)	 and	 the	 views	 of	 the	 evaluation	 co-researchers	confirmed	that	the	development	of	personal	approaches	to	managing	their	own	IS	project	experience	was	important	and	beneficial	to	them,	and	their	organisations.	They	added	an	additional	perspective	which	was	not	core	to	this	research,	 by	 stating	 IS	 project	 experience	 management	 did	 not	 enhance	 the	project	managers’	reputation,	but	they	should	nonetheless	accept	responsibility	for	this	role.	One	area	of	significant	complexity	identified	in	section	6.2	and	confirmed	in	 this	 evaluation	 cycle	 related	 to	 the	 acquisition	 of	 experience.	 Our	 co-researchers	 established	 that	 a	 holistic	 acquisition	 of	 experience	 of	 every	individual	 in	 a	 project	 would	 be	 almost	 impossible.	 It	 is	 rare	 that	 individual	project	team	members	were	interested,	available	or	willing	to	be	involved.	For	this	reason,	 it	 is	up	 to	project	managers	 to	acquire	 their	own	experience	with	other	project	managers.	This	was	one	aspect,	therefore,	in	which	the	wider	role	of	the	project	manager	was	of	particular	significance	for	managing	the	acquisition	of	IS	project	experience:	
“Most	of	the	workers,	especially	if	they	are	within	the	organisation	and	have	
a	 day	 to	 day	 job	 to	 do,	 don't	 have	 much	 of	 an	 interest	 are	 not	 overly	
concerned	whether	the	outcome	of	the	work	they	actually	do	for	the	project	
is	 any	 good	 or	 not.	 Therefore,	 they	 probably	 don't	 care	 whether	 the	
experience	 within	 the	 project	 is	 captured	 or	 not.	 At	 least	 in	 the	 bigger	
organisations	I	have	worked	in,	that	is	the	case	because	they	have	got	other	
things	to	do.	Mostly	they	have	no	interest.	Problem	with	this	is,	especially	if	
you	 don't	 capture	 the	 learning	 you	 won't	 have	 that	 available	 for	 future	
projects.”	(Ben	Pfeifer	line	71)	
	 267	
As	experienced	project	managers,	all	co-researchers	had	been	involved	in	numerous	IS	projects	they	considered	were,	for	instance,	complex,	large	budget,	mission-critical	 and	 prestigious.	 All	 co-researchers	 were	 involved	 in	 such	 IS	projects	because	of	 the	 individual	 experience	 they	gained	 through	 their	work.	Experience	 for	 these	project	managers	was	something	personal	and	related	to	what	they	had	experienced	while	being	involved	in	IS	projects.	The	responsibility	to	keep	any	relevant	records	about	(or	acquire)	experience	more	generally	fell	to	the	 project	 manager,	 because	 none	 of	 the	 co-researcher’s	 organisations	 had	processes	in	place	to	assist	with	the	task	(Sophie	Nicolas	line	80).	Managing	the	acquisition,	 storage	 and	maintenance	 of	 experience	 in	 IS	 projects	were	 in	 the	interest	and	benefit	of	the	individual	project	manager.	There	was	a	strong	notion	that	experience	in	IS	project	management	was	built	up	and	developed	over	time	and	that	it	was	the	combination	of	the	relevant	understanding	of	a	domain	and	the	contextual	understanding	of	what	it	took	to	develop	 something	 new	 and	 innovative	 in	 the	 context	 of	 that	 domain.	 Co-researchers,	 therefore,	 perceived	 that	 personal	 project	 experience	 was	developed	 as	 the	 result	 of	 continuous	 exposure	 to	 IS	 projects	 that	 shared	similarities	across	the	subject	matter	of	the	project,	as	well	as	the	domain.	In	 addition,	 evaluation	 cycle	 co-researchers	 confirmed	 the	 finding	 in	section	6.2	that	they	perceived	themselves,	in	their	role	as	project	managers,	to	be	knowledgeable	and	useful	for	an	organisation	beyond	the	scope	of	the	project	and	
“[…]	 a	 lot	 of	 time	with	 projects	 as	 you	would	 have	 discovered	 you	 come	
across	work	process	 issues	or	existing	business	process	 issues	and	a	 lot	of	
people	try	to	get	you	as	a	project	manager	to	fix	their	business	issues	by	way	
of	implementing	a	project.”	(Sophie	Nicolas	line	92)	This	demonstrates	that	the	co-researchers	felt	that	organisations	should	see	project	managers	as	a	valuable	source	of	IS	project	experience,	and	recognise	that	their	experience	was	readily	available	and	could	be	applied	in	a	variety	of	problem	contexts	for	the	benefit	of	an	organisation.	The	 evaluation	 cycle,	 therefore,	 confirmed	 the	 findings	 in	 section	 7.1.3	that	project	managers	were	the	key	conduit	for	managing	the	acquisition,	storage	
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and	 maintenance	 of	 experience	 in	 IS	 projects.	 All	 co-researchers	 agreed	 that	managing	IS	project	experience	would	only	be	possible	 if	 the	project	manager	played	an	important	facilitation	role.	
8.5 Appraisal	of	the	role	of	organisations	in	managing	IS	project	
experience	Sections	 6.3	 and	 7.1.4	 showed	 that	 the	 role	 of	 the	 organisation	 in	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects	was	 far	 from	 uniform.	 Different	 types	 of	 organisations	 adopted	 different	approaches	to	managing	the	acquisition,	storage	and	maintenance	of	experience,	and	there	was	a	relationship	between	the	level	of	standardisation	and	the	level	of	formalised	 acquisition	 of	 experience.	 The	 findings	 in	 sections	 6.3	 and	 7.1.4	highlighted	 differences	 in	 approaches	 to	 managing	 IS	 project	 experience	depending	on	the	significance	of	IS	project	management	for	business.	If	project	management	was	core	business,	experience	management	appeared	to	be	more	formalised.	 By	 contrast,	 in	 organisations	 where	 project	 management	 was	designed	 to	 support	 specific	 activities,	 experience	 management	 was	 less	formalised.	This	section	compares	these	earlier	findings	with	the	insights	gained	from	the	international	group	of	co-researchers	enlisted	in	the	evaluation	cycle.	The	 evaluation	 cycle	 findings	 demonstrated	 that	 managing	 the	acquisition,	storage	and	maintenance	of	experience	in	 IS	projects	was	far	from	well	supported	in	most	of	the	co-researchers’	organisations.	Organisations	rarely	provided	resources	to	enable	proper	access	to	staff	involved	in	IS	projects	to	help	with	managing	 the	 acquisition	 of	 IS	 project	 experience.	 Organisations	 instead	relied	on	unmanaged	processes	and	unspecified	communication	between	people,	and	 rarely	 provided	 appropriate	 infrastructure	 supporting	 managing	 the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	
“I	 have	 learnt	 from	 some	 of	 the	 templates	 and	 consultation	with	 certain	
people	 to	 do	 things	 in	 a	 certain	 way,	 and	 you	 have	 got	 different	 key	
stakeholders	 obviously	 and	 you	 are	 quite	 right	 in	 terms	 when	 you	 have	
important	things	to	note	I	myself	I	keep	a	note	of	them,	some	of	them	relate	
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to	and	can	happen	during	meetings	and	can	be	recorded	in	a	particular	way	
and	minutes	which	is	great,	but	issues	I	guess	is	where	I	maintain	a	lot	my	
information	on”	(Sophie	Nicolas	line	86)	The	co-researchers	stated	this	problem	was	further	exacerbated	by	staff	desire	 to	 move	 onto	 the	 next	 IS	 project	 or	 functional	 activity	 once	 their	contribution	 to	 a	 project	 was	 complete.	 The	 international	 co-researchers	 all	agreed	 that	 providing	 the	 time	 to	 properly	 acquire,	 store	 and	 maintain	 the	experience	of	key	project	staff	needed	to	be	budgeted	into	IS	projects:	
“The	time	given	for	project	closure	is	negligible.”	(Venki	Sharma	line	133)	In	many	of	the	co-researchers’	organisations,	the	resources	dedicated	to	the	 managing	 the	 acquisition,	 storage	 and	 maintenance	 of	 experience	 were	minimal.	 Any	 time	 commitment	 above	 that	 directly	 attributable	 to	 tangible	project	 outcomes	 was	 often	 seen	 by	 organisations	 as	 unproductive	 (Sophie	Nicolas	line	421).	Many	of	the	co-researchers’	organisations	had	an	interest	in	managing	the	acquisition,	 storage	 and	 maintenance	 of	 experience	 in	 IS	 projects.	 These	organisations	placed	administrative	requirements	on	project	workers,	as	well	as	project	managers,	in	an	attempt	to	acquire	and	store	project	experience.	Those	working	in	project	management,	however,	often	considered	such	attempts	to	be	cumbersome	and	purely	administrative,	if	not	punitive,	with	no	apparent	tangible	connection	 between	 such	 a	 requirement	 and	 any	 potential	 future	 benefit	 to	project	 staff.	 For	many	 co-researchers,	 organisational	 requirements	 to	 record	experience	were	either	considered	nonsensical	or	a	significant	burden	on	already	time-poor	project	managers	or	other	project	staff,	which	could	potentially	delay	activities	and	project	outcomes	(Fouad	Bari	line	113).	These	 co-researcher	 perceptions	 further	 reinforced	 the	 view	 that	organisational	attempts	to	acquire	experience	in	IS	projects	were	not	considered	useful	 by	 those	 working	 in	 project	 management	 because	 it	 simply	 added	 an	additional	burden	to	an	already	time-poor	group.	This	confirms	our	findings	in	section	6.3	that	implementing	organisational	enablers	(or	measures)	will	only	be	successful	if	there	is	a	perceived	direct	and	tangible	benefit	associated	with	the	additional	burden	to	acquire,	store	and	maintain	IS	project	experience.	Overall	
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the	co-researchers	expressed	consensus	regarding	the	role	organisation	plays	in	the	 managing	 experience	 in	 IS	 projects.	 Most	 of	 the	 time	 attempts	 made	 by	organisations	 to	 manage	 acquiring,	 storing	 and	 maintaining	 experience	 were	considered	cumbersome	and	ineffective.	Fouad	Bari	was	the	only	co-researcher	who	had	experienced	a	system	that	helped	manage	the	structured	acquisition	of	experience	 in	 IS	 projects	 in	 an	 organisation.	 This	 organisation	 and	 its	 project	context,	however,	was	highly	standardised,	where	project	activities	were	similar	to	 processes	 with	 different	 types	 of	 configuration.	 This	 lived	 experienced	 by	Fouad	Bari	was	in	line	with	our	findings	in	section	6.3.2	that	the	ability	to	manage	the	 acquisition,	 storage	 and	 maintenance	 of	 IS	 project	 experience	 in	organisations	was	linked	directly	to	the	level	of	standardisation	that	occurs	in	the	context	of	the	types	of	IS	project	management	performed	by	an	organisation.	The	high	 level	 of	 standardisation	 initially	 appeared	 unusual	 but	on	 closer	 analysis	aligned	organisational	enablers	for	project-driven	organisations.	The	co-researcher’s	organisations	often	provided	 little	 infrastructure	to	help	 manage	 the	 acquisition,	 storage	 and	 maintenance	 of	 experience	 in	 IS	projects.	The	co-researchers	considered	the	IS	they	had	experienced	throughout	their	career	to	be	insufficient	for	helping	with	managing	the	acquisition	of	project	experience.	The	 introduction	of	documentation	 requirements	by	organisations	was	 often	 abused	 by	 project	 staff.	 Co-researchers	 frequently	 found	 that	 their	colleagues	would	simply	use	such	IS	to	dump,	for	instance,	email	content	about	the	 project,	 thus	 providing	 little	 or	 no	 value	 with	 regards	 to	 storing	 project	experience.	(Ben	Pfeifer	line	188).	The	investment	into	this	area	by	organisations	was	 very	 limited.	 Many	 co-researchers’	 organisations	 considered	 these	 “data	dumps”	as	sufficient	for	managing	IS	project	experience,	despite	such	approaches	having	no	proper	intelligence,	often	being	decentralised,	having	no	common	user	interface	or	search	engine,	and	frequently	resulting	 in	dedicated	management.	One	 co-researcher	 also	 reported	 on	 other	 issues	 such	 as	 redundancy	 of	 data,	distributed	data,	versioning	control	issues,	management	and	backup	issues,	etc	(Sophie	Nicolas	line	107).	Another	 important	 finding	was	the	reliance	of	organisations	on	specific	individuals,	which	links	to	project	managers	play	a	significant	role	in	managing	
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the	 acquisition,	 storage	 and	 maintenance	 of	 experience	 in	 IS	 projects	 (as	described	in	section	8.3).		
Even	if	they	have	done	really	an	excellent	job	in	a	certain	task	or	activity	it	
just	gets	buried	with	the	task	and	activity	never	comes	out	unless	the	project	
manager	is	really	good	and	he	emphasis	this	to	the	management	and	he	says	
that	it	has	been	done	by	this	person	and	this	is	how	we	mitigated	the	problem	
and	this	what	was	done	or	etc.	and	it	is	actually	shared	in	an	open	forum.	
(Venki	Sharma	line	174)	This	reliance	on	an	individual	by	an	organisation	was	very	common,	and	therefore	 represented	 significant	 risk	 because	 individuals	 can	 withhold	experience,	and	also	temporarily	or	permanently	leave	the	organisation.	In	fact,	co-researchers	 felt	project	managers	were	highly	sought	after	and	mobile,	and	considered	themselves	independent	of	specific	organisations	and	happy	to	take	their	skills	to	another,	possibly	competing,	organisation	(Ben	Pfeifer	line	232).	A	further	observation	from	one	co-researcher	during	the	evaluation	cycle	was	 that	 this	 reliance	was	 not	 only	 limited	 to	 IS	 project	 experience,	 but	 also	extended	beyond	specific	project	contexts	to	the	way	the	organisation	runs	and	how	key	stakeholders	were	identified	for	specific	activities.	
“I	have	been	on	 long	service	 leave	 for	 four	months	 for	example	and	came	
back	into	this	role	and	the	first	comment	to	me	was	we	really	miss	you,	it	is	
what	you	know	and	it	is	not	necessarily	around	project	management,	it	is	
also	around	the	way	the	organisation	runs	and	having	keys	contacts	and	
knowing	who	to	go	in	certain	events.”	(Sophie	Nicolas	line	207)	While	beyond	the	scope	of	this	thesis,	this	observation	further	highlights	the	organisational	reliance	on,	and	the	significance	of,	the	project	manager	more	than	just	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	One	of	the	key	findings	of	this	study	was	that	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects	occurs	regardless,	or	even	despite,	 organisational	 efforts	 (as	 explained	 in	 section	 7.1.4).	However,	 it	was	usually	the	project	manager	managing	this	IS	project	experience.	
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8.6 Usefulness	of	the	conceptual	framework	Sections	6.5,	7.1.5	and	7.2	presented	six	elements	 (concepts),	 and	 their	interrelationships,	 emerging	 in	 earlier	 research	 cycles	 that	 reflect	 project	managers	 perceived	 were	 key	 to	 overcoming	 barriers	 with	 managing	 the	acquisition,	storage	and	maintenance	of	experience	 in	 IS	projects.	This	section	presents	 the	 relevance	 of	 the	 conceptual	 framework	 based	 on	 the	 lived	experience	of	the	international	group	of	co-researchers	enrolled	in	the	evaluation	cycle.	 A	 key	 finding	 was	 the	 agreement	 by	 evaluation	 co-researchers	 that	managing	the	acquisition,	storage	and	maintenance	of	IS	project	experience	was	quite	complex	(as	sections	8.2	and	7.1.5	explained)	and	contributed	to	challenges.	My	research	has	demonstrated	that	the	complexity	of	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects	lays	in	the	non-standardised	nature	of	project	experience.	This	aspect	is	hardly	surprising	because	it	reflects	the	definition	of	a	project	and	therefore	must	be	considered	 in	any	conceptual	framework	on	managing	IS	project	experience.	This	non-standardised	nature	of	project	management	(and	the	reliance	on	individuals,	often	experts,	to	contribute	their	expertise	and	work	to	the	overall	project	outcome)	results	in	a	high	level	of	distributed	experience	throughout	an	organisation.	This	experience	is	often	very	specific	to	a	project	and	only	relates	to	a	small	overall	contribution	to	the	project	success.	 Nonetheless,	 such	 experience	 could	 well	 be	 significant.	 Section	 8.3	highlighted	the	significance	of	the	project	manager	as	the	“glue”	that	holds	the	IS	project	together,	and	all	co-researchers	agreed	project	managers	had	a	significant	role	in	managing	the	acquisition,	storage	and	maintenance	of	project	experience.	Further,	section	8.3	established	the	role	organisations	plays	with	regards	to	the	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.			The	 aim	 of	 my	 research	 was	 to	 understand	 project	 manager	 (co-researcher)	perceptions	of	the	benefits	of,	and	management	environment	needed	to,	acquire,	store	and	maintain	experience	from	an	IS	project.	The	hermeneutic	phenomenological	 research	 process	 led	 to	 a	 framework	 comprising	 six	 key	concepts	 (culture,	 technology	 facilitation,	 individual	 challenges,	 individual	
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approaches,	organisational	inhibitors	and	organisation	facilitation)	that	impact	upon	managing	 the	 acquisition,	 storage	 and	maintenance	 of	 experience	 in	 IS	projects.	The	 evaluation	 co-researchers	 agreed	with	 the	 identified	 concepts	 and	agreed	on	the	significance	of	the	interrelationships	between	these	concepts	in	the	framework.	Our	discussions	about	the	six	concepts	 led	co-researchers	to	 think	about	 concept	 interrelationships	with	 regards	to	 their	personal	 approaches	 to	managing	 IS	 project	 experience	 in	 the	 context	 of	 the	 demands	 or	 limitations	presented	by	 their	 respective	organisations.	 It	became	 evident	 the	 conceptual	framework	 developed	 in	 the	 earlier	 research	 cycles	 helped	 evaluation	 co-researchers	 understand	 better	 the	 complexity	 of	 managing	 the	 acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	The	co-researchers	were	able	 to	 use	 this	 concept	 and	 their	 interrelationships	 as	 an	 analytical	 lens	 to	explain	the	benefits	of,	and	management	environment	needed	to,	acquire,	store	and	maintain	experience	from	an	IS	project	in	the	context	of	their	organisations.	All	 international	 co-researchers	 in	 the	 evaluation	 cycle	 agreed	 the	framework	 helped	 them	 reflect	 on	 the	 concepts	 and	 their	 relationships,	 and	especially	the	interrelationship	between	individual	and	organisational	inhibitors,	and	between	individual	and	organisational	enablers.	For	example,	co-researchers	described	 their	 lived	 experience	 regarding	 how	 individual	 challenges	 and	organisational	 inhibitors	 impacted	 negatively	 on	 managing	 the	 acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	All	co-researchers	except	Fouad	Bari	agreed	that	some	organisational	enablers	were	necessary,	but	 that	fewer	enablers	were	usually	more.	Fouad	Bari,	by	contrast,	expressed	the	view	where	he	
“[…]	believe[s]	that	however	fuzzy	the	operation	is,	you	could	always	come	
up	with	 the	 right	 standard,	 yes	 it	 takes	 sometimes	 it	 takes	 a	 lot	 of	work	
commitment	and	efforts	you	have	to	put	in	it	which	means	resources,	money,	
IT,	work,	databases	and	a	lot	of	time	from	people	which	would	be	frustrating	
at	certain	times	because	you	want	to	get	your	job	done	and	work	somewhere	
else	and	not	spend	hours	working	on	a	certain	paperwork,	but	then	if	you	
want	to	collect	it	at	an	organisation	you	have	to	do	it	in	this	way.”	(Fouad	
Bari	line	322)	
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Fouad	 Bari’s	 opinion	 initially	 appeared	 to	 conflict	 with	 the	 lived	experiences	 of	 the	 other	 international	 co-researchers,	 and	 also	 the	 overall	findings.	On	reflection,	I	concluded	it	did	not	conflict	with	the	overall	conclusions	of	this	research.	Fouad	Bari	was	a	project	manager	working	on	IS	projects	in	the	context	 of	 engineering	 with	 large	 international	 engineering	 companies	supporting	mining/oil	 and	 gas	 exploration	 activities.	 I	 investigated	 this	more	closely	with	Fouad	Bari	in	a	follow-up	discussion	and	discovered	the	nature	of	the	IS	project	work,	and	we	established	that	his	organisations	and	lived	project	experience	fell	into	the	category	of	more	standardised	projects.	The	key	activities	in	these	projects	were	well	documented,	and	much	of	the	work	was	concerned	with	 configuration	 and	 adaptation.	 These	 types	 of	 IS	 projects	were	 similar	 to	construction	projects	where	much	of	the	required	work	processes	and	resources	were	frequently	known.	This	confirms	the	findings	in	sections	7.1.5,	7.1.6	and	7.2.	All	 co-researchers	 also	 commented	 on	 the	 usefulness	 of	 the	 emergent	conceptual	framework	for	explaining	the	key	influencers	that	impacted	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.		While	 all	 international	 co-researchers	 had	 a	 tacit	 understanding	 of	 the	barriers	of	managing	experience	in	IS	projects,	the	framework	made	the	barriers	more	explicit.	Co-researchers	expressed	confidence	 that	 the	knowledge	would	help	them	to	configure	IS	project	environments	better	to	manage	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	All	 co-researchers	 agreed	 that	 the	 concepts	 of	 culture	 and	 technology	facilitation	played	a	significant	role	(or	challenge)	in	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.		Culture	was	 seen	 as	 a	 critical	 element	when	managing	 the	 acquisition,	storage	and	maintenance	of	 IS	project	 experience	because	 culture	 could	be	an	inhibitor.	As	described	 in	section	5.1.6.2	an	 important	example	of	how	culture	had	a	negative	influence	was	an	organisation's	attitude	to	failure.	
As	well	in	terms	of	capturing	experience	we	need	to	celebrate	our	successes	
but	we	also	need	to	ensure	that	we	don't	get	depressed	with	the	failures	of	
the	 problems	 that	 we've	 encountered	 and	 therefore	 it	 is	 even	 more	
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important	to	celebrate	the	successes	because	they	can	be	sometimes	very	few	
and	far	between	and	in	order	to	keep	the	motivation	going	and	keep	their	
exchange	going	we	need	to	show	that	the	successes	are	really	important	that	
the	failures	are	actually	not	punitive.”	(Sophie	Nicolas	line	266)	All	 international	 co-researchers	 agreed	 culture	 was	 an	 influencing	concept	 when	 we	 discussed	 the	 framework	 and	 more	 specifically	 the	interrelationships	of	concepts.	For	all	co-researchers,	culture	had	an	impact	on	the	 how	 the	 acquisition,	 storage	 and	 maintenance	 was	 managed	 by	 each	individual	 and	 by	 their	 organisations.	 The	 culture	 of	 an	 organisation	 directly	influenced	 the	 concepts	 of	 individual	 challenges,	 individual	 approaches,	organisational	inhibitors	and	organisational	enablers.	Co-researchers’	discussion	around	the	concept	of	culture	followed	the	same	observations	and	frustrations	expressed	by	the	co-researchers	in	the	first	two	cycles	(see	for	example	section	4.4.3.1).	For	example,	Sophie	Nicolas	stated	that:	
“[…]	in	terms	of	experience	and	my	personal	frustration	I	feel	like	Deja	vu	
sometimes	when	you	are	going	back	to	the	same	thing,	and	well	we	have	
done	this	before,	I	have	come	across	the	same	key	stakeholders,	so	I	think	it	
is	 also	 educating	 the	 key	 stakeholders	 along	 the	 way,	 and	 within	 the	
organisation	too.”	(Sophie	Nicolas	line	98)	Sophie	 Nicolas’	 statement	 not	 only	 conveys	 frustration	 but	 also	 adds	something	significant	 to	 the	concept	of	culture.	 It	shows	that	 the	culture	of	an	organisation,	 and	 the	 individuals	 within	 the	 organisation,	 are	 not	 isolated.	Further,	it	suggests	that	culture	in	the	context	of	IS	project	management	impacts	all	project	stakeholders	regardless	of	their	official	affiliation.	This	observation	did	not	change	the	conceptual	framework	because	it	reinforces	the	influence	culture	has	on	the	effectiveness	of	all	other	concepts.	It	does,	however,	emphasise	that	individuals	are	not	limited	to	being	project	workers	within	the	organisation,	but	should	also	include	all	IS	project	stakeholders.	All	 international	 evaluation	 co-researchers	 believed	 technology	facilitation	played	a	major	role	because	if	technology	did	not	facilitate	experience	management,	it	was	described	as	a	major	inhibitor	to	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	Technology	facilitation	was	thus	seen	as	a	key	ingredient,	in	addition	to	culture,	to	support	the	managing	of	IS	project	experience.	None	of	 the	co-researchers’	organisations	had	a	refined,	
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well-functioning	 technology	 facilitation	 approach	 for	 managing	 IS	 project	experience.		
It	never	 felt	 relevant	because	of	 the	way	 it	was	 filed	or	 stored	 in	a	word	
documents	and	it	was	never	looked	at	by	other	project	managers,	they	never	
found	records	relevant	to	go	back	and	read	something	such	as	what	was	the	
experience	like,	what	was	the	mitigation	the	project	manager	took	or	what	
was	the	risk	he	had	to	take	or	which	are	the	functions	he	 faced	problems	
with	etc.	even	if	it	was	documented	it	lies	documented	but	never	used	again.	
(Venki	Sharma	line	138)	Instead,	most	of	the	co-researchers’	organisations	resorted	to	form-filling	or	 database	 capture	 of	 standardised	 data.	Most	 project	managers	 resorted	 to	personalised	 workarounds	 such	 as	 filing	 emails	 or	 creating	 localised	 files	 to	document	 problems	 or	 similar	 documents,	 which	 served	 as	 an	 experience	repository.	 This	 lived	 experience	 of	 the	 co-researchers	 highlighted	 the	insufficiency	of	technology	facilitation,	while	at	the	same	time	emphasising	the	importance	 of	 effective	 technology	 facilitation	 for	 managing	 the	 acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	Technology	 facilitation	 is	often	 considered	 to	be	an	 inhibitor.	However,	technology	 is	 evolutionary	 and	 should	 never	be	 seen	 as	 a	 justification	 for	 not	doing	something.	Technology	can	and	should	be	part	of	the	solution.	
What	are	you	describing	is	having	this	text	searches	having	more	knowledge	
base	and	having	more	versatile	 knowledge	base	 searchable	 in	knowledge	
base	 that	needs	 to	be	accessed	by	more	 than	people	probably	more	 than	
project	managers,	you	have	people	who	are	in	the	organisation	who	are	even	
thinking	about	the	certain	project	having	it	open	to	more	than	the	project	
type	people	as	well.	(Sophie	Nicolas	line	323)	As	suggested	in	the	section	5.1.5.4	new	machine	learning	technology	such	as	text	analytics	may	assist	with	managing	IS	project	experience	management	in	future.	Text	analytics	systems	have	the	potential	to	reduce	the	burden	associated	with	acquisition	of	experience	as	they	would	likely	require	less	structure	at	the	experience	 acquisition	 stage.	 My	 international	 co-researchers	 agreed	 that	negative	the	impact	of	technology	facilitation	was	likely	to	reduce	over	time	with	the	introduction	of	more	user	friendly	and	‘intelligent’	systems.	
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8.7 Self-refection	after	the	evaluation	interviews	Self-reflection	after	the	evaluation	interviews	(final	data	collection	cycle)	
“After	the	evaluation	cycle,	I	reflected	on	each	of	the	interviews	with	my	co-
researchers	 and	 realised	 the	 notion	 of	 theoretical	 saturation	 had	 been	
reached.	The	 responses	 started	 to	 reflect	 the	 conclusions	drawn	 from	 the	
previous	 cycle	 and	 respondents’	 answers	 corresponded	 with	 these	
conclusions.	 The	 concepts	 and	 relationships	 that	 are	 impacting	 upon	
managing	 the	 acquisition,	 storage	 and	 maintenance	 of	 experience	 in	 IS	
projects	dominated	in	each	of	these	interviews.	All	co-researchers	agreed	on	
the	 relevance	 and	 usefulness	 of	 the	 six	 elements	 of	 the	 final	 conceptual	
framework,	thus	providing	a	strong	justification	of	such	findings.	To	avoid	
potential	 bias,	 I	 avoided	 leading	 questions	 and	 instead	 used	 open-ended	
questions	 to	 extract	my	 co-researchers’	 thoughts	 and	 perceptions	 and	 to	
encourage	critical	evaluation	of	the	ideas	presented	to	the	co-researchers.	
My	co-researchers	were	encouraged	to	communicate	any	thought	they	had	
with	regards	to	my	conclusions.	The	choice	of	an	 international	mix	of	co-
researchers	was	useful	 to	expand	the	perspective.	 It	was	surprising	to	see	
how	different	the	views	of	the	co-researchers	appeared	initially.	However,	it	
emerged	 that	 the	 diversity	 of	 views	 related	 to	 the	 cultural	 and	
organisational	context	of	my	co-researchers	not	to	the	six	elements	of	the	
final	conceptual	framework	presented	to	them.”	(Bardo	Fraunholz,	5th	Bias	Statement,	17	August	2015)	
8.8 Summary	All	four	co-researchers	involved	in	the	evaluation	cycle	were	experienced	IS	project	managers	in	an	international	context.	All	confirmed	that	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects	was	desirable,	challenging	 and	 an	 unresolved	 phenomenon.	 They	 all	 agreed	 that	 project	managers	play	a	significant	role	in	managing	IS	project	experience,	and	that	IS	project	 experience	 can	only	be	managed	 if	project	managers	are	 involved.	For	most	 co-researchers,	 managing	 the	 acquisition,	 storage	 and	 maintenance	 of	experience	occurs	despite	organisational	efforts.	One	co-researcher,	Fouad	Bari,	had	 worked	 in	 an	 organisation	 which	 provided	 a	 useful	 infrastructure	 for	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects,	mainly	due	to	the	more	formalised	and	structured	nature	of	project	management	in	this	organisation.	IS	projects	in	this	co-researcher’s	organisation	were	more	repetitive	and	structured	because	the	projects	were	mainly	in	engineering	in	the	context	of	oil	and	gas	exploration.	
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Once	 I	 introduced	 the	 conceptual	 framework	 to	 all	 the	 evaluation	 co-researchers,	they	agreed	the	concepts	and	the	interrelationships	were	relevant.	This	 was	 because	 none	 of	 the	 co-researchers	 had	 experienced	 effective	management	 of	 the	 acquisition,	 storage	 and	maintenance	 of	 experience	 in	 IS	projects,	and	all	agreed	the	framework	helped	explain	the	complexity	of	why	they	were	 encountering	 barriers	 in	 this	 area.	 One	 co-researcher,	 Ben	 Pfeiffer,	 was	particularly	excited	and	emphasised	 that	 the	 conceptual	 framework	provide	a	way	of	making	sense	how	to	configure	and	fine-tune	their	IS	project	environment	to	 help	 overcome	 the	 barriers	 to	 managing	 the	 acquisition,	 storage	 and	maintenance	of	experience	in	IS	projects.	Table	20	below	presents	an	overview	of	the	co-researchers’	lived	experience	with	regards	to	the	concepts.	
Table	20:	Co-researchers	lived	experience	with	regards	to	the	importance	of	the	research	
concepts	surrounding	the	acquisition,	storage	and	maintenance	of	project	experience	
 Sophie Nicolas Fouad Bari Venki Sharma Ben Pfeifer 
Relevance of 
managing IS 
project 
experience 
Very high High Very high Very high 
Significance of 
the project 
manager 
Very high Very high High Very high 
Experience 
management 
occurred ‘in spite’ 
of their 
organisation’s 
efforts 
High Depends High Very high 
Relevance of the 
six key concepts 
and their 
interrelationships 
Very high High Very high Very high 
Usefulness of the 
conceptual 
framework to 
explain and 
overcome barriers 
Very high High Very high Very high 
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For	 all	 four	 co-researchers	 in	 the	 evaluation	 cycle,	 the	 conceptual	framework	concerning	the	challenges	of	managing	experience	in	IS	projects	was	a	 significant	 contribution	 to	 practice.	 This	 was	 because	 they	 anticipated	 the	framework	would	assist	them	with	understanding	the	fragile	nature	of	IS	project	experience	management,	and	provide	them	with	a	first	step	towards	identifying	and	overcoming	barriers	to	experience	management	in	IS	projects	within	their	organisations.	This	 chapter	 confirmed	 the	 importance	 of	 managing	 experience	 in	 IS	projects,	 the	 role	 of	 the	 project	 manager	 in	 this	 endeavour,	 the	 potentially	disruptive	nature	of	organisational	efforts,	the	relevance	of	the	concepts	and	the	interrelationships	in	the	framework,	and	the	usefulness	of	my	research	findings.	Data	 saturation	was	achieved	hermeneutically	when	additional	data	 could	not	add	 or	 reduce	 the	 emergent	 insights	 captured	 in	 the	 conceptual	 framework	(Myers	 1997).	 At	 this	 point,	 there	was	 no	 need	 to	 continue	with	 further	 data	collection,	 because	 the	 findings	 of	 the	 evaluation	 cycle	 in	 this	 chapter	 did	 not	challenge	the	existing	emergent	themes,	nor	did	it	add	any	new	themes.	The	 next	 and	 final	 chapter	 will	 present	 my	 overall	 conclusion	 to	 this	research	project. 
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Chapter 9 
Chapter	9 -	Conclusion	
I think and think for months and years. Ninety-nine times,  
the conclusion is false. The hundredth time I am right.  
(Einstein cited in Blanshard 2014) 	
9.1 Introduction	This	final	chapter	provides	a	summary	of	the	findings,	first	in	the	context	of	 the	 research	objectives,	 followed	by	a	broader	discussion	of	 the	 findings.	 It	then	outlines	the	contributions	of	 this	study	to	theory	and	practice	and	finally	proposes	future	work	that	is	a	direct	extension	of	the	research	presented	in	this	thesis.	 The	 chapter	 brings	 together	 and	 summarises	 the	 phenomenological	inquiry	 which	 spans	 analysis	 of	 narratives	 presented	 in	 Chapter	 5,	 the	subsequent	synthesis	in	Chapter	6,	the	journey	that	led	to	the	formulation	of	the	essence	 of	 the	 collected	 experience	 in	 Chapter	 7,	 and	 the	 evaluation	 of	 the	research	findings	in	Chapter	8.	
9.2 Addressing	the	research	question	This	 thesis	 identified	 a	 significant	 problem	 that	 project	 managers	 and	their	organisations	had	with	the	management	environment	for	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects.	The	problem	was	captured	in	the	following	research	question:		
What	are	project	manager	perceptions	of	the	benefits	of,	and	management	
environment	needed	to,	acquire,	store	and	maintain	experience	during	an	IS	
project?	The	hermeneutic	phenomenological	research	process	involved	16	project	managers	and	led	to	four	key	findings	which	provide	an	answer	to	this	research	question.	
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Firstly,	 this	 study	 confirmed	 the	 importance	 and	 benefit	 of	 managing	experience	in	the	context	of	IS	project	management.		Secondly,	 the	 research	 confirmed	 that	 project	 managers	 are	 a	 central	organisational	 entity	 responsible	 for	 managing	 the	 acquisition,	 storage	 and	maintenance	of	experience	during	an	IS	project.	Thirdly,	 this	 inquiry	 established	 that	 existing	 approaches	 in	 project	management,	as	well	as	in	experience	or	knowledge	management,	are	not	suited	to	 setting	 up	 a	 management	 environment	 for	 the	 acquisition,	 storage	 and	maintenance	of	experience	during	an	IS	project.	Fourthly,	 this	 research	 identified	 six	 major	 elements	 that	 project	managers	 and	 their	 organisations	 need	 to	 align	 to	 create	 a	 management	environment	 for	 acquiring,	 storing	 and	 maintaining	 experience	 during	 IS	projects.	The	elements	were	culture,	technology	facilitation,	individual	challenges,	
organisational	 inhibitors,	 individual	 approaches	 and	 organisational	 enablers.	These	elements	formed	the	basis	of	the	conceptual	framework	which	is	capable	of	explaining	this	phenomenon	surrounding	the	project	manager	perceptions	of	the	 benefits	 of,	 and	 management	 environment	 needed	 to,	 acquire,	 store	 and	maintain	experience	during	an	IS	project.	Fifthly,	and	most	importantly,	this	research	articulated	and	elucidated	the	complex	 interrelationships	 between	 the	 six	 elements.	 The	 interrelationships	emerged	 as	 the	 key	 to	 understanding	 the	 complexity	 creating	 an	 effective	management	environment	to	acquire,	store	and	maintain	IS	project	experience.	IS	project	experience	management	necessitates	the	input	of	the	project	manager,	and	 the	 buy-in	 of	 other	 stakeholders	 including	 project	 team	 members,	 and	requires	support	from	organisational	processes,	culture	and	technology.		
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9.3 Satisfying	the	research	objectives	Section	 1.3	 listed	 four	 success	 criteria	 that	 needed	 to	 be	 satisfied	 to	establish	if	the	research	was	successful,	and	are	repeated	as	follows:	
• all	sub-questions	are	answered	satisfactorily;	with	
• agreement	of	the	co-researchers;	as		
• measured	by	saturation	which	is	reached	on	the	completeness	of	the	collective	insights,	resulting	from	this	research,	on	the	benefits	of,	 and	management	 environment	 needed	 to,	 acquire,	 store	 and	maintain	experience	during	an	IS	project;	and	
• the	evaluation	of	the	findings	by	co-researchers	which	affirm	the	relevance	 and	 usefulness	 as	 well	 as	 the	 applicability	 of	 this	research.	The	 following	 discussion	 shows	 that	 each	 sub-question	 has	 been	answered	 adequately,	 that	 these	 answers	 collectively	 answer	 the	 overarching	research	question	from	section	9.1,	and	that	these	answers	reflect	agreement	and	evaluation	by	the	co-researchers	after	saturation	was	reached.	
Sub-question	1	–	What	are	the	project	manager	views	on	the	importance	of	
managing	 the	 acquisition,	 storage	 and	 maintenance	 of	 experience	 in	 IS	
projects?	An	initial	answer	to	sub-question	1	was	provided	in	Chapter	2	with	the	development	 of	 an	 initial	 conceptual	 framework	 in	 Figure	 5.	 Chapter	 2	demonstrated	the	relevance	and	importance	of	the	management	environment	for	the	acquisition,	storage	and	maintenance	of	experience	in	the	context	of	IS	project	management.	 Chapter	 2	 showed	 there	 was	 limited	 empirical	 insight	 into	 the	perceptions	of	project	managers	about	this	problem	domain,	and	thus	warranted	further	research	(see	section	2.6).	These	insights	from	the	literature	were	further	extended	by	eliciting	the	lived	experiences	of	the	co-researchers	(as	presented	in	Chapter	4).	The	findings	and	 final	 answer	 to	 sub-question	 1	 was	 presented	 in	 section	 7.1.2	 and	 the	evaluation	was	described	in	section	8.2.	The	evaluation	determined	theoretical	saturation,	 which	 occurred	 when	 no	 new	 or	 contradictory	 material	 was	
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uncovered.	Hermeneutic	cycles	led	to	the	formulation	of	an	empirically-informed	conceptual	 framework	outlined	 in	section	9.1	and	discussed	further	 in	section	9.3.	 All	co-researchers	agreed	on	the	relevance	and	importance	of	managing	the	 acquisition,	 storage	 and	 maintenance	 of	 experience	 in	 the	 context	 of	 IS	projects.	 All	 co-researchers	 agreed	 that	 improving	 IS	 project	 experience	management	would	contribute	greatly	to	IS	project	success	in	aspects	such	as	the	planning	of	 the	project,	 scheduling,	 identifying	key	 tasks,	 staffing,	 stakeholder	management,	 on-time	 performance,	 delivering	 project	 outcomes,	 etc.	 This	suggested	that	managing	the	acquisition,	storage	and	maintenance	of	experience	during	an	IS	project	was	perceived	to	be	a	significant	contributor	to	the	effective	and	efficient	management	of	 IS	projects	 (e.g.	 improved,	more	accurate	project	planning	or	better-quality	delivery)	and	overall	IS	project	success.	
Sub-question	2	– What	are	the	project	manager’	views	on	their	role	with	
regards	 to	management	 environment	 needed	 for	 the	 acquisition,	 storage	
and	maintenance	of	IS	project	experience.	Sub-question	 2	 was	 answered	 in	 section	 7.1.3.	 The	 project	 manager	occupies	 a	 central	 position	 with	 respect	 to	 the	 understanding,	 management,	communication	 and	 control	 of	 IS	 projects	 (established	 in	 Chapter	 2).	 Project	managers	are	thus	best	placed	to	understand	key	aspects	of	IS	projects,	where	project	experience	is	located	and	how	such	experience	can	be	managed.	Chapter	4	 presents	 the	 lived	 experience	 of	 our	 co-researchers,	 which	 confirmed	 that	project	 managers	 were	 the	 key	 individuals	 in	 IS	 projects,	 and	 that	 project	managers	 believed	 they	 had	 a	 significant	 role	 to	 play	 in	 establishing	 the	management	environment	needed	for	the	acquisition,	storage	and	maintenance	of	IS	project	experience	(see	section	7.1.3).	It	was	not	a	forgone	conclusion	that	project	 managers	 would	 perceive	 themselves	 as	 having	 an	 important	 role,	because	this	study	 found	they	were	not	always	given	the	responsibility	 for,	or	expected	to	perform,	this	role	in	their	organisations.	Saturation	was	established	during	the	evaluation	cycle	presented	in	section	8.3.	The	process	of	reduction	uncovered	the	elements	or	concepts	of	individual	
challenges	 and	 individual	 approaches	 that	 formed	 part	 of	 the	 final	 conceptual	
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framework.	These	elements	encapsulated	the	actions	and	attitudes	of	the	project	managers,	which	significantly	influenced	their	(and	their	organisation’s)	efforts	to	create	a	management	environment	to	acquire,	store	and	maintain	IS	project	experience.	 The	 individual	 approaches	 element	 encapsulates	 the	 project	manager's	desire	to	manage	experience,	and	their	efforts	to	develop	their	own	approach	 to	 acquire,	 store	 and	maintain	 experience.	 The	 individual	 challenges	element	exemplifies	the	project	manager’s	relationship	with	their	organisational	and	project	environment,	and	the	extent	to	which	the	environment	impacts	upon	the	 project	 manager's	 ability	 to	manage	 experience.	 Both	 these	 elements	 are	essential	 for	 IS	project	experienced	management.	 If	 the	project	manager	is	not	significantly	 involved	 then	 individual	 approaches	 would	 be	 minimal,	 and	 as	 a	result	they	would	be	very	little	IS	project	experience	management.	Therefore,	the	project	manager	plays	a	key	role	in	the	management	environment	needed	for	the	acquisition,	storage	and	maintenance	of	IS	project	experience.	For	example,	the	project	manager	can	play	a	significant	gatekeeper	role	with	IS	project	experience.		
Sub-question	3	– What	are	the	project	managers’ views	on	the	effectiveness	
of	 existing	 approaches	 to	 setting	 up	 a	management	 environment	 for	 the	
acquisition,	storage	and	maintenance	of	experience	during	an	IS	projects?	Sub-question	3	was	answered	in	section	7.1.4.	Chapter	4	presented	our	co-researchers	 lived	 experience	 of	 using	 existing	 approaches	 aimed	 at	 acquiring,	storing	and	maintaining	IS	project	experience	in	their	organisations.	Chapter	4	also	 provides	 an	 overview	 of	 the	 project	 managers’	 perceptions	 of	 the	effectiveness	of	such	approaches	as	part	of	an	environment	to	support	IS	project	experience	management.	Our	research	found	that	none	of	these	approaches	were	perceived	to	be	effective	by	our	co-researchers	due	to	issues	each	approach	presented.	This	was	found	to	be	due	to	the	influence	of	the	two	elements	organisational	enablers	and	
organisational	inhibitors	 in	the	conceptual	framework,	as	described	in	detail	in	section	 7.1.4.	 Organisational	 inhibitors	 represent	 issues	 including	 reward	systems	focused	on	individual	staff	performance	and	project	success	rather	than	failure,	and	lack	of	time	and	budget,	which	discourage	project	managers	and	staff	from	 sharing	 their	 positive	 and	 negative	 experience.	 Organisational	 enablers	
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included	mentoring	 programmes	 and	 project	 improvement	 reviews,	 but	 there	were	often	limitations	of	these	approaches	which	meant	they	frequently	turn	out	to	be	organisational	inhibitors.	Co-researchers	all	agreed	that	existing	approaches	were	ineffective	on	their	own	for	establishing	a	management	environment	for	the	acquisition,	storage	and	maintenance	of	IS	project	experience.	While	 existing	 approaches	 were	 not	 perceived	 to	 be	 effective,	 project	managers	still	had	a	desire	to	help	create	an	environment	conducive	to	managing	IS	project	experience.		
Sub-question	4	– What	are	key	barriers	 faced	by	project	managers	when	
they	are	involved	in	managing	the	acquisition,	storage	and	maintenance	of	
IS	project	experience?	The	 lived	 experience	 of	 our	 co-researchers	 (described	 in	 Chapter	 4)	revealed	the	key	barriers	project	managers	faced	when	involved	in	managing	the	acquisition,	 storage	 and	 maintenance	 of	 IS	 project	 experience.	 Section	 7.1.5	provides	 the	 answer	 to	 sub-question	 4	 and	 details	 the	 six	 elements	 of	 the	conceptual	 framework,	 emerging	 from	 the	 Hermeneutic	 phenomenological	research	 process,	 that	 collectively	 create	 barriers:	 individual	 challenges,	
individual	 approaches,	 organisational	 inhibitors,	 organisational	 enablers,	
technology	facilitation	and	culture.	Each	element	in	isolation	does	not	necessarily	create	a	barrier.	However,	all	six	elements	are	interlinked	(see	Figure	18).	The	relationships	among	these	elements	are	complex	and	create	barriers	to	establishing	a	management	environment	to	support	 the	acquisition,	storage	and	maintenance	 of	 IS	 project	 experience.	 For	 example,	 an	 organisation	 may	provide	clear	guidelines	and	standards	for	managing	experience	(organisational	
enabler)	but	may	not	provide	funding	and	technology	facilitation	to	enable	timely	access	to	key	resources	such	as	staff	(organisational	inhibitor).	This	lack	of	access,	openness	and	technology	prevents	the	project	manager	from	acquiring	project	experience	 (individual	 challenges).	 The	 interrelationships	 in	 this	 example	exemplify	 the	 key	 barriers	 faced	 by	 project	 managers	 who	 are	 involved	 in	managing	the	acquisition,	storage	and	maintenance	of	IS	project	experience.	
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Sub-question	5	– What	changes	do	project	managers	believe	will	overcome	
the	 barriers	 to	 effective	 management	 of	 the	 acquisition,	 storage	 and	
maintenance	of	IS	project	experience?	The	 lived	 experience	 of	 our	 co-researchers	 (see	 Chapter	 4)	 provided	insights	 into	 ideas	and	approaches	which	could	help	overcome	the	barriers	 to	creating	 an	 effective	 management	 environment	 to	 support	 the	 acquisition,	storage	and	maintenance	of	IS	project	experience.	This	is	difficult	because	project	managers	 and	 their	 organisations	 need	 to	 align	 or	 balance	 each	 of	 the	 six	interrelated	elements	of	the	conceptual	framework,	and	it	is	not	simply	a	matter	of	maximising	enablers	and	minimising	challenges/inhibitors	(see	section	7.1.6).	For	example,	maximising	organisational	enablers	could	include	the	introduction	of	 regular	 mentoring	 sessions	 or	 fully	 funded	 and	 supported	 project	improvement	reviews.	Our	research	found,	however,	that	such	approaches	can	introduce	 individual	 challenges	 if	 they	become	overbearing	 for	 IS	project	 staff.	This	 can	 include	 too	much	 demand	 on	 the	 project	manager	 to	 spend	 time	 in	project	reviews,	a	lack	of	openness	in	such	forums	or	a	strong	focus	on	success	where	experiences	are	distorted	because	failures	are	not	explored	properly.	These	 interrelated	 concepts	 can	 help	 IS	 scholars	 and	 project	managers	explain	the	significant	complexity	around	the	ownership	of	IS	project	experience,	and	the	delicate	role	organisations	play	in	managing	experience	in	the	context	of	IS	 project	 management.	 While	 each	 project	 is	 unique,	 the	 nature	 of	 the	relationships	between	these	elements	 in	each	IS	project	 is	also	unique.	Project	managers	 involved	 in	 this	 study	 anticipated	 that	 the	 insights	 offered	 by	 the	conceptual	 framework,	comprising	these	 interrelated	elements,	will	help	them	achieve	benefits	for	their	IS	projects.	This	is	because	they	believe	the	framework	will	help	them	work	through	the	elements	of	the	management	environment	that	need	 to	 be	 aligned	 so	 that	 IS	 project	 experience	 can	 be	 acquired,	 stored	 and	maintained	more	effectively	during	their	IS	projects.	Overall,	 the	 conceptual	 framework	 offers	 an	 abstract	 explanation	 of	various	 aspects	 of	 the	management	 environment	 to	 be	 considered	 by	 project	managers	and	organisations	aiming	to	support	effective	acquisition,	storage	and	maintenance	of	IS	project	experience.	The	five	individual	sub-questions	for	this	
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research	have	been	answered	using	relevant	elements	of	the	framework	and,	in	summary,	 the	 framework	 contributes	 to	 answering	 the	 substantive	 research	question.	As	a	result,	the	first	success	criterion	stated	in	section	1.3	has	been	met	because	the	research	question	was	answered	satisfactorily.	The	second	criterion	was	met	because	all	co-researchers	agreed	with	the	answers.	This	was	concluded	because	saturation	(the	third	criterion)	was	achieved	when	no	new	insights	into	each	 research	 question	 was	 gained,	 especially	 during	 the	 evaluation	 cycle	 in	Chapter	8.	This	evaluation	cycle	also	established	co-researchers	anticipated	the	conceptual	framework	was	relevant	and	could	help	them	understand	the	issues	to	consider	when	creating	an	IS	project	experience	management	environment.	
9.4 Research	contributions	of	this	thesis	This	 contribution	 to	 the	 theory	 and	 knowledge	 in	 the	 discipline	 of	Information	 Systems	 (especially	 the	 sub-discipline	 of	 IS	 project	management)	made	by	 this	 thesis	 is	 an	emergent	 conceptual	 framework	 that	 links	bodies	of	literature	 that	were	 largely	separated:	 the	 (IS)	project	management	 literature,	and	 the	 experience	 management	 literature.	 Specifically,	 the	 conceptual	framework	(i.e.	the	six	elements	and	their	interrelationships)	helps	make	sense	of	how	experience	management	models	(i.e.	experience	management	literature)	could	be	enacted	in	an	IS	project	management	context.	The	framework	also	links	concepts	from	knowledge	management	and	organisational	learning,	which	have	been	used	 in	 the	 Information	Systems	 literature,	 into	experience	management	models;	especially	Bergmann’s	(2002)	model.	The	 following	points	summarise	how	the	thesis	makes	this	contribution	to	theory	and	knowledge:	
1. The	 closest	 the	 IS	 project	management	 (Hartman	 and	 Skulmoski	1998;	Hallows	2005;	Deshmukh	and	Brandon	2006;	Holdaway	et	al.	2009;	Elliott	and	 Dawson	2015)	 and	 project	management	 literature	 (Kerzner	 1987;	Fincher	1996;	Jugdev	2002;	Kerzner	2017;	Project	Management	Institute	2004;	 Grant	 and	 Pennypacker	 2006;	 Harrington	 and	 McNellis	 2006;	Crawford	 2014;	 Elliott	 and	 Dawson	 2015)	 has	 come	 to	 experience	management	are	the	 ideas	of	 ‘excellence’	 and	 ‘project	maturity’.	Project	excellence	 requires	 a	 continuous	 stream	 of	 successfully	 managed	 IS	
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projects	 with	 a	 sharing	 of	 lessons	 learned.	 Maturity	 in	 IS	 project	management	 represents	a	progressive	development	of	 an	organisation-wide	project	management	approach	based	on	the	specific	goals,	strategies,	scope,	resource	capabilities	and	needs	of	a	specific	organisation.	Project	maturity	in	the	IS	project	management	literature	is	often	associated	with	the	 Project	 Management	 Maturity	 Model	 (PMMM)	 to	 demonstrate	improvements	 under	 conventional	 parameters	 of	 project	 management	such	 as	 cost,	 time,	 efficiency	 and	 profitability	 (Crawford	 2014).	 Such	approaches	 view	 the	 management	 environment	 needed	 for	 the	acquisition,	storage	and	maintenance	of	IS	project	experience	in	terms	of	collecting	lessons	learned	through	reports. 
 The	existing	IS	project	management	 literature	does	not,	however,	draw	from	 the	 experience	 management	 literature.	 What	 this	 study	demonstrates,	in	contrast	to	existing	IS	project	management	literature,	is	that	 the	 management	 environment	 for the	 acquisition,	 storage	 and	maintenance	 of	 IS	 project	 experience	 is	 something	 that	 needs	management	processes	in	its	own	right	that	sits	above	or	beyond	project	management	 methodologies	 and	 lessons	 learned,	 and	 also	 project	maturity	type	approaches/technologies.		
2. The	limited	 research	 on	 experience	management	 in	 the	 Information	Systems	literature	 broadly,	 and	 the	 project	 management	 literature	specifically,	meant	 there	has	been	 little	 theorising	 into	the	management	environment	 for	 IS	 project	 experience	 management.	The	 few	 existing	experience	 management	 models,	including	 Bergmann’s	 (2002)	 model,	had	 not	 been	 applied	 to	 (IS)	project	management.	A	 limitation	 of	 these	models,	however,	is	the	underlying	assumption	that	the	problem	of	how	to	 acquire,	 store	 and	maintain	experience	 has	 already	been	 addressed.	This	is	true	of	some	domains	where	experience	management	models	have	been	applied,	including	transaction	processing	and	helpdesk	support,	but	it	 is	challenging	 in	more	 complex,	highly	dynamic	domains	 including	 IS	project	management.	Bergmann’s	model	lists	the	broader	organisational	
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level	 aspects	 (i.e.	 organisational	 processes,	management	 processes	 and	technology	 processes)	 that	 underpin	 the	 acquisition,	 storage	 and	maintenance	 of	 experience,	 but	 goes	 no	 further	 because	 this	 area	 is	assumed	to	have	been	addressed	already. 
 The	 conceptual	 framework	 outlined	 in	 section	 9.2	 extends	Bergmann’s	(2002)	model	 by	making	 sense	 of	 the	 issues	 and	 characteristics	 of	 the	management	environment	needed	to	support	the	acquisition,	storage	and	maintenance	of	experience	during	an	IS	project.	The	framework	provides	more	 fine-grained	 organisational	 level	 elements	 that	 could	 replace	Bergmann’s	three	process	types: organisational	inhibitors,	organisational	
enablers,	 technology	 facilitation	 and	 culture.	 This	 study	 did	 confirm	 the	underlying	assumption	of	Bergmann	 (2002)	 that,	due	 to	 the	 challenges	surrounding	 managing	 the	 acquisition,	 storage	 and	 maintenance	 of	experience	 means,	 this	 aspect	 of	 his	 model	 usually	 cannot	 be	 fully	automated	with	 information	 technology.	 The	 framework	 introduces	 an	individual	 level	which	 is	overlooked	 in	Bergmann’s	organisational-level	focused	model: individual	challenges	and	individual	approaches.			3. The	 individual	 challenges	 and	 individual	 approaches	 elements	 in	 the	conceptual	 framework	 were	 supplemented	 using	 concepts	 from	knowledge	 management	 (i.e.	 personalisation	 and	 codification	approaches)	and	Kim’s	model	of	organisational	learning.	These	concepts	have	been	used	widely	in	the	Information	Systems	literature,	but	have	not	been	drawn	upon	by	the	literature	on	project	management	or	experience	management.	This	thesis	and	the	conceptual	framework	thus	contributes	by	 linking	 these	 typically	 disparate	 areas.	 For	 example,	 Kim’s	 (1998)	model	 can	 conceptualise	 project	 experience	 of	 individuals	 in	 as	mental	models	 in	 which	 new	 experience	 knowledge	 is	 acquired,	 stored	 and	maintained.	This	model	also	conceptualises	how	these	individual	mental	models	can	become	shared	mental	models	through	mechanisms	such	as	personalisation	 and	 codification	 approaches.	 Kim’s	 model	 does	 not	consider	 the	 broader	 organisational	 context	 impacting	 on	 the	
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development	of	shared	mental	models.	The	conceptual	 framework	thus	helps	make	sense	of	the	organisational,	as	well	as	individual,	level	issues	which	impact	on	the	management	environment	for	acquiring,	storing	and	maintaining	experience	in	an	IS	project	management	context.	
9.5 Contributions	to	practice	The	co-researchers	in	this	study	all	had	significant	experience	in	IS	project	management,	 which	 contributed	 greatly	 to	 the	 success	 of	 this	 research.	 The	consistent	feedback	of	the	co-researchers	(who	were	all	practitioners)	and	the	evaluation	 cycle	 revealed	 these	 project	 managers	 believed	 this	 research	 has	relevance	and	significant	 implications	 for	 the	practice	of	 IS	project	 experience	management.	 This	 is	 because	 all	 six	 elements	 comprising	 the	 emergent	conceptual	 framework	 directly	 translate	 into	 practice	 through	 the	 following	recommendations:	
• Ensure	experience	management	is	understood	by	every	stakeholder	in	IS	projects	to	raise	general	awareness	of	the	benefits	pertaining	to	managing	the	acquisition,	storage	and	maintenance	of	experience	(section	6.1).	
• Everyone	 involved	 in	 managing	 IS	 projects	 needs	 to	 understand	 the	challenges	 surrounding	 managing	 the	 acquisition,	 storage	 and	maintenance	of	experience	to	reduce	the	loss	of	that	experience	(section	7.1.5).	
• Create	 a	 culture	 conducive	 to	 experience	 acquisition,	 storage	 and	maintenance	among	IS	project	staff.	This	requires	the	empowerment	of	all	project	 staff	 to	 communicate	 their	 experience,	 regardless	of	positive	or	negative	project	outcomes.	All	project	staff	should	be	given	sufficient	time	allowances	 to	 convey	 their	 experience	 regardless	 of	 the	 perceived	significance	of	their	contribution	to	a	project	outcome	(section	6.5.2).	
• Empower	project	managers	to	determine	the	best	possible	approach	to	manage	the	acquisition,	storage	and	maintenance	of	IS	project	experience.	It	 is	 important	 to	acknowledge	 the	 significance	of	 the	project	manager,	because	 they	are	 the	driver	of	project	 experience	management	 (section	6.5.3).	
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• Support	 the	project	manager	by	 implementing	processes	to	manage	the	acquisition	of	experience	from	every	staff	member	involved	in	IS	projects,	and	support	this	process	with	an	easy	to	use,	intuitive,	easy	to	understand,	searchable	technology	solution	(section	6.5.4)	
• The	organisation	must	ensure	the	benefit	of	any	(technology)	solution	to	assist	 with	 managing	 IS	 project	 experience	 appears	 to	 be	 primarily	beneficial	for	the	project	manager	and	project	staff.	This	will	increase	the	likelihood	 the	 acquisition	 of	 project	 experience	 provides	 long-term	benefits	 to	 the	 organisation.	 If	 the	 perceived	 benefit	 is	 only	 for	 the	organisation,	 acquired	 experience	 will	 likely	 be	 of	 little	 use	 because	project	staff	will	treat	it	as	a	compliance	exercise	only	(section	6.5.6).	
• Tailor	 the	 approach	 to	 experience	 management	 to	 the	 IS	 project	environment.	 The	 acquisition,	 storage	 and	 maintenance	 of	 IS	 project	experience	 appears	 to	 be	 linked	 to	 the	 level	 of	 standardisation	 or	formalisation	 of	 an	 organisation's	 IS	 project	 environment.	 The	 more	process-orientated	 an	 organisation’s	 IS	 project	 environment,	 the	 more	standardised	the	acquisition,	storage	and	maintenance	of	experience.	By	contrast,	 the	 ‘fuzzier’	 the	 IS	 project	 environment	 might	 be,	 the	 more	complex	 the	 acquisition,	 storage	 and	 maintenance	 of	 experience.	Increasing	 complexity	 appears	 to	 require	more	 sophisticated	 (possibly	natural	 language	 processing	 or	 text	 analytics-based)	 systems	 to	 assist	with	the	technology	facilitation	aspects	of	managing	IS	project	experience	(section	7.2).	
9.6 Contribution	to	Methodology	This	 research	 contributed	 to	 research	 methodology	 by	 utilising	hermeneutic	 phenomenology	 in	 the	 context	 of	 IS,	 specifically	 IS	 project	management	and	experience	management	research.	The	 research	 methodology	 applied	 in	 this	 thesis	 followed	 a	 clearly	articulated	 hermeneutic	 phenomenological	 process	 which	 is	 described	 and	outlined	in	Chapter	3	and	Figure	7.	This	process	has	been	rigorously	followed	and	referenced	by	referring	back	to	the	methodology	section.		
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By	 contributing	 to	 the	 relatively	 small	 number	 of	 hermeneutic	phenomenology	 studies	 in	 the	 context	 of	 IS,	 it	 is	 felt	 that	 this	 study	 has	contributed	by	demonstrating	 for	 future	 IS	researchers,	a	clear	and	structured	application	 of	 the	 methodology	 to	 investigative	 the	 views	 and	 opinions	 of	individuals	as	an	accepted	and	suitable	methodology.		The	application	of	hermeneutic	phenomenology	in	the	context	of	project	management	research	is	innovative,	but	more	importantly	it	also	demonstrates	an	 important	practical	 application.	 In	 this	 study	 I	have	demonstrated	 that	 the	research	 methodology	 has	 a	 very	 practical	 application,	 because	 hermeneutic	phenomenology	can	be	used	to	acquire,	store	and	maintain	project	experience	in	IS	project	management	through	its	rigorous	process.		
9.7 Reflection	on	the	relationships	between	the	methodology	and	the	
subject	matter	An	interesting	aspect	of	this	research	is	the	close	relationship	between	the	subject	 matter	 and	 the	 methodology,	 i.e.	 the	 development	 of	 a	 common	understanding	 surrounding	 the	 acquisition,	 storage	 and	 maintenance	 of	experience	during	an	IS	project,	which	in	this	study	was	investigated	through	the	lived	experience	of	my	co-researchers.		The	co-researchers’	lived	experience	in	the	project	management	context	become	 both	 the	 subject	 and	 the	 object	 of	 investigation.	 	 However	 there	 are	distinct	 differences.	 The	 lived	 experience	 in	 Gadamer’s	 mind	 refers	 to	“Erlebnisse”	(the	object	of	the	research)	which	describes	a	psychological	aspect	of	 experience	 that	 includes	 immediate,	 sometimes	 intense,	 feelings,	 while	“Erfahrungen”	 (the	 subject	 of	 the	 research)	 are	 better	 described	 as	 distinct	occasions	of	continuous	processes	or	interactions.	To	use	this	language	we	study	our	co-researchers	“Erlebnisse”	to	develop	a	common	understanding	of	project	“Erfahrungen”.	Our	 horizon	 of	 understanding	 is	 closely	 related	 to	 our	 experiences	(“Erlebnisse”).	This	explains	the	'counter-intuitive'	notion	that	more	enablers	of	“Erfahrungen”	 do	 not	 necessarily	 enable	 experience	 management	 (the	
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management	of	“Erfahrungen”),	because	our	horizon	of	understanding	can	only	be	expanded	if	new	information	can	be	appropriately	integrated	with	our	existing	understanding	(“Erlebnisse”).		
9.8 Extensions	of	the	study	and	future	work	There	 are	 a	 number	 of	 potentially	 interesting	 extensions	 to	 this	 study	which	can	be	pursued	in	future	research.	Many	were	beyond	the	initial	scope	of	this	project	(as	outlined	in	section	1.4)	and	were	thus	not	examined	in	this	thesis.	
9.8.1	Extensions	to	the	study	This	research	was	interpretative	and	the	findings	thus	indicative.	There	are	a	number	of	potential	extensions	to	this	research	to	determine	transferability	and	generalisability	of	research	findings.		The	first	extension	to	the	study	would	be	an	investigation	into	the	causal	relationships	between	the	identified	elements	in	the	conceptual	framework.	This	study	 identified	 and	 revealed	 the	 complexity	 of	 the	 interrelationships	 of	 the	elements	 through	 a	 hermeneutic	 phenomenological	 approach.	 To	 gain	 deeper	understanding	 on	 how	 to	 address	 these	 complexities,	 a	 non-reductionist	 lens	with	depth	analysis	of	the	lived	experiences	could	be	applied.	Further	research	into	the	causal	relationships	would	include	surveys	and/or	qualitative	research	involving	a	large	number	of	organisations	and	IS	project	managers	to	increase	the	generalisability.	A	second	extension	to	this	research	would	be	to	measure	the	effectiveness	of	managing	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects	by	the	organisation	if,	for	example,	the	project	manager	left	the	organisation	or	was	not	 involved.	Our	 research	has	shown	 that	project	managers	believe	 they	have	a	significant	role	in	managing	the	acquisition,	storage	and	maintenance	of	project	 experience,	 but	 our	 research	 was	 not	 scoped	 to	 explore	 IS	 project	experience	management	from	the	organisational	perspective.	Future	research	is	needed	 into	 to	 confirm	 the	 project	 managers’	 perceptions	 that	 IS	 project	experience	management	 is	 also	 important	at	 the	organisational	 level.	This	can	
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include	interviews	and	surveys	involving	the	executive	level	of	organisations.	It	may	turn	out	this	is	not	true	or	something	in	between,	and	this	could	be	a	key	reason	 why	 problems	 persist	 with	 managing	 IS	 project	 experience	 at	organisational	level.	A	 third	 opportunity	 to	 extend	 this	 study	 is	 to	 examine	 the	 emergent	element	of	technology	facilitation	in	the	conceptual	framework.	Our	research	has	shown	 there	 is	 no	 easy	 technology	 solution	 to	 assist	 with	 managing	 the	acquisition,	 storage	 and	 maintenance	 of	 experience	 during	 an	 IS	 project.	Exploring	the	use	of	technologies	for	this	purpose	was	beyond	the	scope	of	this	project.	 Nonetheless,	 the	 insights	 from	 some	 co-researchers	 about	 the	inadequacy	of	technology	for	managing	IS	project	experience	suggests	that	future	studies	 could	 explore	 the	 potential	 of	 new	 technologies	 such	 as	 machine	learning/text	analytics	tools	to	address	some	limitations	of	existing	tools.	A	possible	fourth	opportunity	to	extend	this	study	is	to	explore	the	impact	of	 a	 reported	 shift	 in	 recent	 years	 from	 "accidental"	 IS	 project	 managers	 to	"career"	 IS	 project	 managers.	 All	 co-researchers	 in	 this	 study	 had	 significant	experience	 and	 had	worked	 as	 IS	 project	managers	 for	many	 years,	 and	 thus	cannot	be	considered	examples	of	the	new	breed	of	career	project	managers.	That	is,	the	co-researchers	did	not	study	to	be	IS	project	managers,	but	instead	evolved	into	the	role.	Future	studies	could	explore	the	impact	of	a	new	generation	of	IS	project	managers	who	are	trained	and	plan	careers	in	project	management,	and	whether	 this	 alters	 the	 management	 environment	 needed	 to	 support	 the	acquisition,	storage	and	maintenance	of	IS	project	experience.	A	related	issue	is	whether	there	could	be	generational	differences	in	organisations	that	are	skewed	towards	gen	“Y”,	millennial	or	mature	age	IS	project	managers.	This	raises	 the	question	 of	 whether	 this	 would	 result	 in	 refinements	 to	 the	 conceptual	framework	which	emerged	from	this	study,	and/or	how	the	six	elements	can	be	aligned	 to	 improve	managing	 IS	project	 experience	by	 taking	 such	differences	into	account.	 	
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9.8.2	Transferability	The	 evaluation	 cycle	 undertaken	 in	 this	 study	 involved	 a	 group	 of	international	 co-researchers.	 Nonetheless,	 this	 research	 was	 primarily	Australian-based,	 although	some	of	 the	 co-researchers	had	experience	outside	Australia	 or	 worked	 for	 global	 corporations.	 The	 views	 and	 opinions	 of	individuals	 in	 this	 study	 therefore	 represent	 a	 typical	 global	 (Western)	experience.	 Additional	 studies	 can	 address	 this	 limitation	 by	 replicating	 our	investigation	of	IS	project	experience	management	in	other	countries	to	identify	potential	 cultural	 differences.	 Culture	 was	 identified	 as	 one	 element	 of	 the	emergent	 conceptual	 framework	 in	 this	 study,	 including	 subtle	 differences	 in	organisations	 with	 regards	 to	 hierarchies	 or	 authority	 within	 a	 Western	perspective.	 Future	 studies	 in	 more	 authoritarian	 cultures	 would	 present	 an	interesting	 extension	 and	 potential	 contrast	 to	 the	 primarily	 Australian	experience,	 possibly	 leading	 to	 greater	 richness	 to	 the	 culture	 element	 of	 the	conceptual	framework.	
9.9 Final	thoughts			This	thesis	investigated	the	role	of	experience	management	in	IS	project	management,	and	demonstrated	project	managers	believe	benefits	could	result	from	better	management	environments	supporting	the	acquisition,	storage	and	maintenance	of	such	experience.	Project	managers	in	this	study	anticipated	this	would	benefit	both	 the	project	manager	and	 the	organisation	by,	 for	example,	increasing	 the	 success	 rate	 of	 IS	 projects,	 streamlining	 project	 planning,	 and	reducing	the	time	and	cost	of	IS	projects	while	improving	quality.	At	the	onset	of	this	study,	it	became	clear	in	the	literature	that	experience	management	 in	 general	 would	 be	 beneficial	 for	 organisations	 and	 could	potentially	 contribute	 to	 continuous	 improvement	 to	 various	 areas	 in	organisations.	 It	 was	 apparent	 in	 the	 literature,	 however,	 that	 experience	management	was	not	commonly	applied	to	(IS)	project	management,	and	there	were	 a	 number	 of	 underlying	 assumptions	 in	 the	 literature	 that	 potentially	explained	why.	As	a	result	of	this	study,	we	have	learned	that	project	managers	have	a	strong	desire	to	manage	IS	project	experience,	 and	believe	they	should	
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play	a	significant	role	in	this	process.	For	project	managers,	experience	is	critical	for	their	own	future	success	and	makes	them	more	sought-after.	One	of	the	co-researchers	of	this	study,	Ben	Pfeifer,	pointed	out	that	even	project-driven	organisations	such	as	consultancy	companies	do	not	leverage	IS	project	experience,	and	therefore	the	finding	of	this	research:	
“[…]	is	something	that	especially	consulting	firms	in	particular	would	benefit	
massively	 from	because	 you	 tend	 to	 repeat	 a	 certain	 type	 of	 project	 in	 a	
certain	field	[…]	You	keep	doing	this	over	and	over	again	for	different	clients	
but	the	core	is	essentially	the	same.”	(Ben	Pfeifer	line	261)	This	statement	alludes	to	the	overall	interest	in,	and	a	clear	understanding	of,	the	benefits	of	applying	experience	management	to	an	IS	project	management	context.	One	interesting	outcome	of	this	study	is	that	the	conventional	perception	that	 every	 IS	 project	 is	 unique	 (likely	 driven	 by	 the	 definition	 of	 project	management)	may	need	to	be	reconsidered.	For	example,	IS	project	management	has	become	more	mainstream,	and	for	many	organisations	a	component	of	the	standard	way	of	doing	business.	While	each	IS	project	has	unique	elements,	many	of	the	underlying	experiences	are	shared	between	IS	projects,	and	must	therefore	be	leveraged	more	effectively	by,	for	example,	using	experience	management.	Given	 the	 complexity	 and	 challenges	 around	 IS	 project	 experience	management,	 the	 project	 manager	 must	 play	 a	 central	 role	 in	 managing	 the	acquisition,	storage	and	maintenance	of	experience.	In	fact,	one	of	our	findings	reveals	 the	 complex	 relationship	 between	 the	 IS	 project	 manager	 and	 their	organisation.	The	project	manager	has	emerged	as	the	gatekeeper	of	IS	project	experience,	so	that	it	may	remain	inaccessible	to	project	managers’	organisations	despite	this	experience	being	generated	within	their	organisation.	This	means	the	organisation	 may	 end	 up	with	 little	 benefit	 from	 creating	 an	 environment	 to	support	managing	IS	project	experience.	The	project	manager,	by	contrast,	has	the	ability	to	utilise	and	share	this	experience.		The	 American	 Productivity	 and	 Quality	 Centre	 highlights	 some	 of	 the	risks,	opportunities	and	 requirements	associated	with	balancing	 security	 (and	possibly	competitive	advantage)	with	the	open	sharing	of	experience	in	general	(i.e.	 not	 specifically	 in	 project	management).	 While	 it	might	 be	 interesting	 to	
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advance	IS	project	management	 in	a	certain	domain	through	open	forums	and	experience	 sharing,	 such	 advantages	 must	 be	 balanced	 with	 the	 competitive	situation	of	any	organisation.	This	will	likely	influence	the	relationship	between	an	organisation	and	the	organisation’s	IS	project	managers.	This	study	has	uncovered	six	key	elements	(or	concepts)	that	summarise	the	 issues	or	 considerations	when	establishing	a	management	environment	 to	support	the	acquisition,	storage	and	maintenance	of	experience	in	IS	projects,	as	represented	through	the	essence	statement	in	section	7.1.1.	Managing	IS	project	experience	 is	 constrained	 by	 individual	 challenges,	 organisational	 inhibitors,	
individual	approaches	and	organisation	enablers,	as	well	as	culture	and	technology	
facilitation.	 IS	project	managers	must	be	empowered	 to	 facilitate	managing	 IS	project	experience	with	barriers	reduced	to	a	minimum,	a	collaborative	and	open	culture,	 technology	 facilitation	that	 is	purposeful,	 intelligent	and	user-friendly,	and	finally	some	supportive	but	not	overbearing	organisational	enablers.	It	appears	the	time	is	right	to	consider	and	implement	solutions	that	take	into	 account	 the	 considerations	 needed	 to	 establish	 an	 environment	 for	managing	 IS	 project	 experience.	 This	 includes	 exploring	 whether	 technology	facilitation	can	assist	with	managing	the	acquisition,	storage	and	maintenance	of	experience	 through	 the	 use	 of	 new	 technologies	 such	 as	 text	 analytics.	 If	organisations	 support	 IS	 project	 managers,	 with	 project	 managers	 taking	 the	lead,	this	will	have	the	potential	to	result	in	better	environment	for	managing	of	IS	 project	 experience,	 even	 at	 the	 lowest	 level	 as	 a	 first	 step.	 The	 conceptual	framework	that	emerged	in	this	study	has	the	potential	to	assist	with	making	IS	project	experience	management	possible	and	beneficial.	
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Appendices 
Appendix	1	-	Existing	approaches	for	managing	experience		This	appendix	provides	an	overview	of	existing	approaches	for	managing	experience	and	a	discussion	in	the	context	of	their	benefits	and	how	they	support	the	management	environment	needed	to,	acquire,	store	and	maintain	experience	from	an	IS	project.			
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Table	21:	Existing	approaches	for	managing	experience	
Approach Description Discussion 
Case-based 
reasoning 
Case-based reasoning is a problem-solving approach with solutions 
derived from similar past problems. The broad idea is that someone 
uses precedents to a similar problem. The application for case-
based reasoning is powerful in the context of cognitive science but 
is equally applicable in every day problem-solving by humans. The 
formalist approach for computer reasoning relies on four steps: 
retrieve, reuse, revise, and retained. CBR does not generalise but 
draws on the cases as needed to solve a particular problem. 
Generalisation is derived dynamically when the target problem 
arises and is therefore said to be a powerful approach for complex 
domains. (Martin et al. 2017; Bergmann et al. 2004; Schank 1983; 
Aamodt 1994) 
While CBR is not based on statistically relevant data the reliance on 
anecdotal evidence could be powerful in the context of project 
management. The theoretical concept of using CBR for project 
management to build a project management information system has 
been proposed (Dorn 2016; Berzisa 2011). However practical 
challenges of its application such as the effective acquisition, 
storage and maintenance of project experience has not been solved. 
In addition, the on-demand generalisation based on past cases in 
the context of project management remains challenging. 
Experience 
Factories 
The experience factory approach has primarily been applied to 
software development and has been used for about 40 years. An 
experience factory requires organisational learning and to facilitate 
that a support organisation is created that works alongside the 
project organisation. The purpose of the support organisation is to 
observe the project organisation and collect data. This then results 
in the development of a model, based on the data, so that 
experience is available for reuse and such experience can be fed 
back to the project organisation. the presentation of the experience 
factory in an organisation is referred to as the experience 
management system (EMS). An EMS requires content, procedures, 
structure and tools. The content is the actual experience, structure 
is the way content is organised. Content and structure are also 
referred to as the experience base. Processes define how the 
experience base is managed and tools support the management of 
content and structure. (Basili 2002; Basili 2001; Basili 1993) 
While the concept of experience factory appears compelling, it has 
not been successfully implemented in general project management 
organisations and Basili (2001) claims that culture is the central 
issue to enable the organisational learning required for experience 
factory. Another major challenge is access to information. The 
issue of easy access that is tailored to users’ needs must be 
solved. In addition to this the experience acquisition for an EMS is 
quite laborious and costly as it requires a parallel organisation to 
observe and collect data. In addition to this this parallel 
organisation needs to be able to capture or acquire such data in a 
neutral fashion without introducing biases. 
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Learning histories Learning histories are methods for the development of experience 
stories and organisations. The origins reach back to the ancient 
tradition to use stories to store and disseminates experience. The 
origin of learning histories goes back to a method developed by 
Kleiner and Roth (1996) in collaboration with sociologists, managers 
and journalists at the Centre for organisational learning of the 
Massachusetts Institute of Technology (MIT) in the United States of 
America (Kleiner and Roth 1996). The aim of learning histories is to 
comprehend passive experience and to distribute the derived 
lessons across the whole organisation. Learning histories are 
targeted at facilitating collective reflection of past experience for the 
whole organisation with the aim to translate such learning from the 
past into more effective long-term future action. By means of 
narration, thoughts and actions of people are transmitted in a more 
focused and captivating form. Learning histories include individual 
narratives and the participants’ own words as well as commentaries, 
reflection and contextual information by third parties (Kleiner and 
Roth 1996; Kleiner and Roth 1997b; Kleiner and Roth 1997a). 
Normal learning history consists of a document with 20 to 100 pages 
and each page is divided into two columns. The right-hand column 
captures events as described by those that have experienced them 
or those that have served them. This can be managers, factory 
workers, personal assistance, customers, suppliers or consultants. 
Each person will be quoted directly and identified only by their job 
title (Kleiner and Roth 1996; Kleiner and Roth 1997b). Participants 
in projects will often develop a critical understanding on what went 
well and what went wrong conversely each individual view only 
provides one valid but limited solution to the puzzle. By way of 
logical integration of multiple perspectives, deductions and 
assumptions in a collective learning history an organisation can 
learn what really happened and gain an understanding why it 
Literature on organisational culture and organisational learning 
assumes that organisational stories such as myths, legends and 
sagas contribute to a collective institutional memory that facilitates 
the informal distribution of key knowledge, values, beliefs and 
assumptions to new staff (Hedberg 1979). Despite the potential 
significance of learning histories for the organisation, it is often seen 
as unstructured and informal communication. Kleiner and Roth 
(1996) postulate a former process for the development and 
distribution of learning histories to prevent that individual and 
organisational learning from experience becomes a matter of 
chance. By developing clear parameters for the development and 
use of learning histories the method becomes more user accessible 
(Kleiner and Roth 1996; Kleiner and Roth 1997b). 
One key disadvantage lays in the extensive need for resources to 
realise the learning history. Depending on the size of the project 
team, experts will take three to six months for the development and 
evaluation of learning history. Due to its labour-intensiveness and 
expense learning histories are probably not suitable as part of the 
standards documentation for project experience. It is also unlikely 
that learning histories will provide immediate tangible results as 
they are designed for a long-term process, the evolution of a 
learning organisation. Learning histories also provide much room 
for interpretation as they rely on observations, annotated by 
commentary and reflection (Kleiner and Roth 1996; Kleiner and 
Roth 1997b). 
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happened and what the best cause of action for the future will be. 
The whole process of creating and reflecting learning history is to 
be conducted by a small team that consists of experienced and well-
educated external consultants as well as internal and involved staff. 
This composition of the team is designed to ensure objective 
storage of experience by ensuring that the external members keep 
a neutral view of the problems while internal participants will be able 
to better comprehend the narratives and can assist with the 
interpretation (Kleiner and Roth 1996; Kleiner and Roth 1997b; 
Reissner 2005). The compilation of this column entails several 
lengthy interviews to compile a coherent narrative. Through this 
process, the left column is dedicated to commentary and reflection 
as well as contextual information. Repetitive themes are identified 
and assumptions and applications are questioned. The commentary 
is designed to convey the reason for choosing certain quotes and 
what the significance with regards to the overreaching objective is. 
The whole process is a discovery to uncover the significance in the 
narrative and to disseminate tacit experience. Generally learning 
histories are a collection of short stories, each with very specific 
focus and a significant, descriptive title. The overall learning is to be 
summarised as well as each individual short story is introduced by 
a short prologue of 5 to 10 sentences to classify each event to a 
specific context (Kleiner and Roth 1996; Kleiner and Roth 1997b; 
Roth and Kleiner 2000). 
Mental models As introduced in section 2.3.4the development of internal 
representations is an active reconstruction of our environment 
instead of simply a representation. While interacting with our 
environment and other people or technology, people develop 
internal mental models dependent on prior knowledge, expectations 
and goals (Johnson-Laird 2001). These models are used to 
comprehend objects or processes to predict or explain events. To 
The representation of a mental model is usually simply an 
abstraction and based on only a subset of attributes of the original 
and likely does include a personal bias. Depending on experience 
mental models can be more or less precise. Mental models of 
novices are more likely to be less precise. As experience increases 
these models will be modified and more refined. Due to this 
concept of dynamic mental models it is different to that of the 
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fly a plane, a pilot will check a mental model before commencing the 
flight. In addition mental models facilitate the development of 
hypotheses and determine the understanding and operation of an 
object and the appropriate interaction (Staggers and Norcio 1993). 
For example, the mental model developed by the pilot is significant, 
as this model will ensure the appropriate action by the pilot during a 
flight. 
traditional understanding of the brain as a storage system. It is 
suggested that mental models play an active role in the behaviour 
of an individual and how an individual perceives reality (Bednar 
2000) 
Microarticle The Microarticle is an instrument developed by Willke (1998) for the 
presentation and dissemination of individual learning experience, 
ideas, reflection etc. that might also be useful for the storage of 
experience during or at the end of the project. The tool as the 
following characteristics (Willke 2001): 
• The author has to experience the learning or have an idea 
and therefore generates knowledge. 
• The author has to be clear about their expertise so that they 
can make it explicit in written format. 
• The knowledge has to be conveyed in the way that it is 
understandable and useful for a third party. 
• The author must make his article available to an interested 
audience. 
• The success of the article can be evaluated by its impact. 
• The article should be integrated into continued revision 
process to be criticised, improved and questioned by 
extensive users. 
The characteristics above might appear on first sight to be very 
academic but it is not the intention to convert practitioners to 
researchers. Instead, the Microarticle is a heavily reduced article 
that only consists of the nuclear learning experience. It can be 
described as a hybrid between an index card and a proper article 
and should not be more than one page long (Willke 2001). It is 
So far there does not appear to be any empirical evidence to test 
these criteria. To support the individual learning process, it is 
recommended to imitate the article with images or to even 
substitute textual content through video or multimedia sequences. 
It is also suggested to develop a standardised electronic format to 
guide the user through the key elements of the Microarticle (Willke 
2001). For the successful adoption of the Microarticle it becomes 
essential to integrate it into the organisational knowledge 
management. The articles must be compiled in a database to make 
them available to all interested parties in the organisation and to 
provide a form for exchange and commentary. A key motivator 
according to Willke (1998) could be the prestige within the 
organisation if an article becomes well received by peers and 
quoted. The successful use of expertise archived in an article 
should foster motivation to contribute to the scheme (Willke 2001). 
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essential that the article documents the learning context for the 
experience so that the learning experience is explicit for the reader. 
A schematic sketch consists of a theme with keywords to facilitate 
indexation, followed by a compact description of the problem or 
learning context that should be easily comprehensible for people not 
involved in the project. The final three sections are not explicit but 
include lessons learned, deduction and closing questions. A key 
success criteria for the structure of a Microarticle is how 
comprehensible it is for a third party (Willke 2001). 
Project completion 
report, lessons 
learned, best 
practice 
Traditional project management methodologies include a formal 
report at the conclusion of a project. To facilitate such a report it is 
suggested that at the project closeout a detailed project discussion 
will take place (Bernecker 2003). The purpose of the closeout 
discussion is to perform comparison between project goals and 
project achievements and to establish the critical success factors as 
well as the documentation of know-how and experience.  
In addition to the holistic evaluation of the projects, the close out 
report also documents the project process, the projects results, 
special events, problems and solutions in the overall project process 
as well as the experience and recommendations for future ventures 
(Teltumbde 2000). 
For the storage of individual and project experience the literature 
often refers to the term “lessons learned” or experience reports. 
Project teams are requested to conclude a project with the process 
of self-reflection and to identify important experiences. Such 
experiences are summarised in a lessons learned or experience 
report to be made available for future teams with similar scenarios 
(Desouza et al. 2002). A lessons learned evaluation is also intended 
to uncover differences and assumptions and to provide an 
A closer look at project management methodologies reveals that 
there is no set framework for the structure of the lessons learnt 
closeout report. A close investigation of the Project Management 
Body of Knowledge (PMBoK), PRINCE2, critical chain project 
management, RUP and Critical Chain Project Management 
showed at the primary purpose of the final report is the dissolution 
of the project and is focused on tangible information. Frequently 
this report is also written for the benefit of the customer or a 
specific interested audience. This means that there is no space to 
acquire tacit knowledge and it can be difficult for future project 
teams to find any relevant information due to the sheer volume of 
strategic customer focused information. In addition, confidentiality 
might prevent important experience to be documented as part of 
such a report. 
For project management, there are no constant lessons learned. 
New lessons learned should be integrated into the organisational 
memory but these require a continuous revision and evaluation by 
users in order to enhance and adapt existing lessons learned 
(Schindler and Eppler 2003). 
This systematic approach to project evaluation can be beneficial 
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opportunity for self-evaluation of each participant. The convergence 
of divergent individual experiences is to be encouraged through the 
lessons learned process (Romhardt 1998). 
According to Juran (1988) lessons learned are the essence of 
experience gained by running a project. Lessons learned can be the 
result of collective as well as individual learning processes. Lessons 
learned are documented through a lessons learnt or experience 
report (Juran 1988). Lessons learned reports entails descriptive 
recommendations in connection with a plan and the results derived 
from those recommendations.  
Sometimes lessons learnt are also referred to as ‘key experiences’.  
As lessons learnt are designed to increase the probability of success 
in future projects and to reduce mistakes, lessons learned should 
only be included in experience reports if they are deemed success 
relevant. Especially the transmission of optimised solutions and the 
avoidance of known mistakes represent success factors for effective 
knowledge transfer. 
Best practices are process focused where the key difference 
between best practices and lessons learned is that best practices 
focus solely on recommended processes where lessons learnt 
document positive as well as negative experiences (Loo 2002). 
and should not be limited to successful projects but should also be 
expanded to document failure. Even if human nature will focus on 
project successes, it is equally important to document the 
experience and especially the mistakes of projects that have failed 
or presented significant challenges in order to prevent the repeat of 
such occurrences. 
This term ‘key experiences’ can be misleading, as key experiences 
should be independent of any experience context and therefore 
generic. However, lessons learned are not generic but only valid in 
the context in which they were derived. 
Overall, both approaches must be considered useful as they aim to 
identify key learnings in a project context and ensure these 
learnings are available for future reference. Best practice is 
intended to formalise such learnings through the development of 
the process that is aimed to improve future project outcomes based 
on previous experience. But the methodology does not provide any 
assistance and how best practice is to be collected and how 
subsequent processes are to be developed and monitored. 
While lessons learned and best practice are designed to facilitate 
the acquisition of project experience they do not provide any 
guidance on how to ensure the effective acquisition and the 
problem of storage and maintenance for future use and adaptation 
remains unsolved. 
Any such project report is not likely to capture relevant project 
experience and experience should be acquired using a dedicated 
and specific method solely for the purpose of capturing project 
experience (Schindler and Eppler 2003). 
Retrospective in Like the PMBoK project management agile or scrum project While the retrospective in agile project management is a useful tool 
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agile project 
management 
management include the concept of lessons learned. Agile also 
includes principles within the agile manifesto statement that: 
“At regular intervals, the team reflects on how to become more 
effective, then tunes and adjusts its behaviour accordingly” (Anon 
n.d.). 
This regular reflection is more formalised through regular 
retrospectives. Project teams at the end of the project or an iteration 
of development get together for formal meeting to identify what was 
successful, what could be improved and how to incorporate these 
learnings into future iterations of the project. Agile project 
management emphasises the importance of retrospectives in the 
context of the creative and incremental development where 
retrospective serve to improve the process for the next iteration 
(Schwaber 2009). 
to identify, what went well and what to do different next time, the 
retrospective remains a limited pool as it requires relatively small 
project teams to conduct meaningful retrospective and the context 
of future projects must be very similar so that the learning from 
retrospectives can be applied. The concept of retrospectives does 
not provide any support for the acquisition, storage and maintenance 
of project experience beyond the formal requirement of a project 
team to discuss the project. The number of stakeholders that can be 
involved a retrospective is also limited. 
PDSA Kotnour (2000) introduced the "plan - do - study - act" model (PDSA) 
that depicts the learning process for project management. The 
PDSA model is aligned with the standard project management 
process (T. Kotnour 2000). This model describes how learning can 
be integrated into the project management process to facilitate 
continuous learning from past projects to improve the problem-
solving resources for the future (T. Kotnour 2000). During the 
planning phase, the project team defines the problem scenario and 
creates a solution (i.e. the project “plan”) that integrates all the steps 
(the work breakdown structure) necessary to achieve an outcome. 
The next phase in project management is the execution phase or 
the “do” phase. In this phase measurable outcomes are produced 
that can be mapped to the project scope to measure success. Such 
mapping facilitates project controlling and steering. During the next 
phase ‘study’ the project team will reflect on the project plans and 
The benefit of lessons learned for the planning phase in the PDSA 
cycle is the provision of information and knowledge that was gained 
during the PDSA cycle for others within the same or a new similar 
project. Hence project learning can occur between projects (inter-
project learning) or within the same project (intra-project learning). 
Inter-project learning is focused on the sharing of lessons learned 
between different projects with an aim to facilitate knowledge 
transfer, while intra-project learning primarily focuses on the 
identification and solution of problems within a single project to 
secure successful project outcomes. Inter-project and intra-project 
learning require continues and routine storage of data, information 
and knowledge to achieve the above described outcome (T. Kotnour 
2000; T. G. Kotnour 2010). 
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associated outcomes to identify efficient or inefficient actions to 
determine future processes. This is the stage where lessons learned 
are derived. The final phase ‘act’ is closing the loop to determine if 
continuous improvement is achieved and integrates the use of 
lessons learned in the project management process for the next 
project planning phase (T. Kotnour 2000). 
Schemas Schemas are structures used to organise experience to help with 
the understanding (Narvaez and Bock 2002). The schema approach 
is primarily focused on conceptual knowledge. Schemas are 
representations of typical relationships of a section of reality in a 
network that is based on experience. Schemas are cognitive 
structures where generalised and abstract knowledge is 
represented (Narvaez and Bock 2002). Examples can be knowledge 
of typical relationships such as for example what a house should 
look like or about repetitive, stereotypical actions or events for 
example going to work. The latter type is often also defined in scripts 
describing events. Slots represent category knowledge in a schema 
that can assume different values. For example, the house schema 
in the example above does provide a specific attribute such as the 
colour of the house by using a slot to describe the colour attribute. 
The range of slots is increased through experience. The more 
experience for a specific context the more detailed the schema will 
be. Schemas can also contain sub-schemas. Such sub-schemas 
are also built on experience not hierarchy derived from logical 
classes. Schemes are not fixed cognitive structures but actively 
influence behaviour and cognitive processing (Narvaez and Bock 
2002). As prior knowledge structures schemas have an influence 
with regards to what information acquires our attention. New 
information will be interpreted according to the schema and 
integrated into the knowledgebase. This leads to schema-biased 
interpretation, as new experience will be made to fit into existing 
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schemas. Also existing schemas influence the retrieval of 
knowledge from the memory (Bonifacio et al. 2002). There were 
several earlier approaches such as Minsky’s Frames, Bobrow’s 
Schemata and Schankian Plans and Scripts. 
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Appendix	2	-	Semi-structured	interview	question	samples		
• How	many	years	of	project	experience	do	you	have?	
• What	industry	do	you	work	in?	
• What	typically	happens	at	the	completion	of	a	project	to	‘review’	the	project?	
• Do	staff	feel	motivated	to	be	part	of	a	proper	debrief	and	analyse	what	has	been	going	on?		
• Does	staff	motivation	to	participate	change	if	a	project	was	not	successful?	
• How	 do	 you	motivate	 people	 to	 share	 aspects	 of	 projects	 that	 were	 not	successful?	
• What	is	your	understanding	of	project	experience?	
• Does	 the	 management	 environment	 in	 your	 organisation	 support	 the	acquisition,	storage	and	maintenance	of	 (project)	 experience?	 If	 so	how	 is	this	supported?	
• How	 do	 you	 as	 a	 project	 manager	 manage	 experience	 you	 gained	 when	managing	a	project?	
• How	do	you	as	a	project	manager	share	your	project	experience?	
• How	do	you	as	a	project	manager	acquire	experience	from	your	team?	
• How	do	 you	 as	 a	 project	manager	 facilitate	 that	 experience	 you	 and	 your	team	have	gained	in	a	project	is	acquired,	stored,	and	what	sort	of	concepts	do	you	use	 for	yourself	or	 in	your	organisation	to	 facilitate	 the	acquisition	and	storage	of	experience?	
• Do	 you	 have	 any	 systems	 to	 support	 the	 acquisition,	 storage	 and	maintenance	of	project	experience?	
• At	the	start	of	a	new	project	do	you	have	any	way	to	find	out	if	someone	in	your	organisation	has	worked	on	a	similar	project	previously?	
• How	do	you	 identify	 if	 someone	 in	your	organisation	has	relevant	project	experience,	and	how	do	you	share	such	experience?	
• In	 your	 opinion,	 what	 are	 the	 potential	 benefits	 of	 managing	 project	experience?	
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Appendix	4	–	Excerpt	from	interview	transcripts		
KEN 
So, just to recap, the project is really trying to catch the connections that occur 
between projects. So how a project manager – and it’s really the project manager that 
I am interested in, not the organization – how the project manager facilitates that the 
experience you have made as a project manager in a past project gets reused or 
translated into a future project, and what sort of concepts do you use for yourself or 
in an organization that you have experienced to facilitate that transfer of experience? 
Experience: when we look at the literature is actually to find that there is a subcategory 
of knowledge management. So, there is a discipline called experience management 
that sits on the knowledge management. And it’s really quite interesting, because – 
of course a lot of buzz has happened about knowledge management. It’s been a little 
bit quiet in recent years. But, there is no technical solution per se that will really fix the 
problems for us in actually managing the knowledge in an organization. We have a 
lot of helper tools using databases, or using other more artificial intelligence type tools. 
But, we haven’t really seen the software that does manage knowledge for an 
organization across all aspects of the organization. And certainly, when it boils down 
to experience management in the projects I am not aware of anything. So, over to 
you: what are your initial thoughts on that topic? 
Well, there is much less there than meets the eye, I think, in terms of organizations, 
not just successfully trying to transform project management skills and strengthen it a 
bit and transfer them. And that skill is not even experience. But, even trying to do so 
for several large consultancies I worked for. I know of lots of people who have worked 
for parallel organizations. You can take – they’ll reimburse you to some degree, if you 
take project management courses. And internally, they sporadically, not regularly but 
sporadically have project management courses. But not regularly! You would think 
that would happen, especially in consulting firms, where the bread and butter is 
project management. But, generally, I don’t think that’s the case. And there is just lots 
of firms that don’t have that as part of their training. They have lots of training around 
the specific subject matter on which they do projects. So – say it’s industry specific or 
functionally like a specific aspect of information technology or operations or risk or 
whatever is the level. There is a training on that. But the application of it, the actual 
project management, not so much! Even though, most of them repeatedly fall down 
and miss and go overtime and over budget on a project. So, they have over and over 
– and you think that that will come across. And then, just thinking about it more for the 
firms that I worked – I spend about most of my career in consulting firms, maybe two 
thirds and one third, maybe the last in not consulting firms, just regular corporations. 
And in those, they’ve offered project management courses on a regular basis. Usually 
externally, but sometimes internally! That was good! But you wouldn’t – in both sets 
you would have sort of mentors, where they would – either officially or unofficially like 
assign up somebody for your mentor, big brother, big sister and you would be then 
for lower people and have them follow up with higher people. But that was a very 
general thing; you could talk to them about project management. But that would be 
like one of a billion topics you could bring up. There was no specific project 
management experience transfer. I have never actually thought about project 
management experience transfer in the way you phrased the question. And that’s 
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despite really spending most of my career as a project manager. You have informal 
– as part of a project, being a good project manager, I think you should be very 
transparent, and everybody who works for you should just by they were paying 
attention, being a better project manager and one of the things they liked about the 
way you did it, and the things, maybe they didn’t like. But that’s a very informal and 
not at all formal process. I know I learned a lot that way, but there was that, and 
formally formulated project courses. The other way I learned a lot about projects, 
which most people don’t get a chance to do is as a consultant. I very often was called 
into review projects. So, you’re going and look at a project. Usually I was in charge of 
a project, but sometimes you’d go in and you are: go look at this project and help us 
figure out what’s going on, and what we should do, and how we should change it. And 
so, you’d be going in taking a snapshot of it. Sometimes, you’d be doing that, because 
you’re about to take it over, and be the project manager. But a lot of times you would 
be doing that just because that was, what you were asked to do. There would be like 
a look project by yourself. And then you’d have chance to really analyse what was 
going on, and you report back to people. But, few organizations or none – I’d argue 
about anyway like having really even captured the data of o.k., we just did a hundred 
projects, this many than were on time, this many were past due, this many till they 
were required, even wanted this many, this many were on budget, this many weren’t. 
Most organizations don’t even have that. They are more likely to have the budget 
figures than anything else, but not – you know, they are not necessarily tracking it. 
So, if I look at the organizational side of things. As a project manager, when you come 
to the end of the project: what sort of project close out procedure would have been 
the norm in your experience, when you come to the end of a project, because very 
often from the literature you can see that project management close out, and certainly 
a critical reflection is often not budgeted in the project cost? And therefore, very 
frequently it doesn’t actually occur, because the team is already going on somewhere 
else. And if it wasn’t budgeted for who is gonna pay for the time of the people to read 
it? 
That’s exactly, exactly what happened to me every single time. I’d say in non-
consulting companies, the ones I worked for, there was either: no formal project 
management process, on which case it was, the closest you’d come to that at the end 
of the project would be hopefully a celebration, and that would be it. I mean people 
believe in celebrating at the end projects and had an enormous amount of sprints. 
You’d have that, but deliberately it would be no plot. You might write up, because it 
was important: I would write up anyway, like a one page summary of the whole project. 
We did this. It cost this much. These groups won’t work, this will be changed, this will 
be delivered, because it was being fresh in my mind, and I want to use it, want to 
describe it in the future. But, it would not be – very seldom, a requirement. Similarly, 
with most – with the consulting firms I’d worked on. They’d do the same thing, but it 
would be a requirement. It would not be in the budget. You had to do it, and it was 
part of wrapping up the project. You’d have to do it in order – as a part of getting your 
review, which would be important to each person on the project. You’d have to wrap 
up all the project stuff. Often, that was non-billable time, which was always very 
annoying. So much people wouldn’t spend nearly as much time doing this, as you 
would hope. But, fair enough! But very unusual, maybe one percent of the time, you’d 
actually got – billable time you can do that with. Otherwise, you know, you are on your 
non-billable time. 
